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REPORTER
The Reporter and Scheduled Reports applications provide detailed telecommunication statistics. You use Reporter to produce run-on-demand
reports, and Scheduled Reports to automate report generation. You can generate reports for day of week, day of month, week, or 15-, 30-, or 60-
minute intervals. You can create presentation-quality tables in Microsoft Excel or Adobe Acrobat .pdf format.

NOTE:Excel users require Microsoft Excel 2007 or greater, or Excel Viewer.

The prairieFyre Service analyzes the raw telephone system data with respect to the YourSite Explorer configuration details. The service then
writes the statistical data to Structured Query Language (SQL). It is this statistical data that sources the reports.

Time stamps for the 3300 ICP are based on the telephone system clock.

When you run a report that has a call type and/or a call rate column, the type and rate are driven by the product. In other words, if you generate an
Employee Accounting Interval by Call Type report, the call types and call rates are carrier plan call types and call rates. If you run an Employee
Billing Interval by Call Type report, the call types and call rates are the subscriber plan call types and call rates.

If you want to view Business Reporter reports and automatically distribute reports for printing, youmust install Microsoft Excel 2007 or greater.
Optionally, Microsoft Excel Viewermay be installed as an alternative toMicrosoft Excel to view reports, but it cannot be used to automatically
distribute reports for printing. Whether you will be viewing reports in .pdf or Excel, youmust set up contacts and contact groups to which you will
email reports.

ABOUT THIS GUIDE
All reports include a banner that contains the following details. (For simplification purposes this area has been excluded from the report examples
included in this guide.) See Figure 1 for an example of the report banner.

l Report: the name of the generated report
l Device: the device(s) being reported on
l Date Range: the range of dates that were selected when generating the report
l Created: the date the report was generated and the individual or department that generated the report
l Filter: if applicable, displays the filtering options that were selected when generating the report
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Figure 1: Report banner

Because of space constraints not all report examples in this guide display in their entirety. However, all column headings for each report are
described in the table preceding the report example. In some cases a single device report contains slightly different information than a group report
of the same name. In these cases, the differences are noted in the table preceding the report example or examples of both single and group reports
are supplied.

To report an issue with this document, please email micctechpubs@mitel.com.

PRINTING THIS REPORTSGUIDE
Wehave designed this reports guide as a double-sided flip-chart. Although printing options are specific to each printer, youmust select the
following printing options to print a double-sided flip-chart reports guide

l Double-sided
l Landscape
l Flip pages up (on the long side)

REPORTER
Using the Reporter application, you can generate on-demand reports with which tomonitor call activity.

REPORTTYPES
NOTE: If you have imported data from CSM using the Intertel Import tool, you will have access to voice agent reports not listed in this guide. For
descriptions of these reports, see theMitel Contact Center Solutions Enterprise Edition Reports Guide.

We recommend you generate several reports to determine those that best suit your business needs.
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Voice reports are located under Reporter=>Voice. These reports include

l Queue reports
l Extension reports
l Trunk reports

Business Reporter report types are located under Reporter=>Business Reporter=>Carrier reports. These reports include

l Account Code reports
l ANI reports
l Extension reports
l Trunk reports
l Employee reports
l Employee Division reports
l DNIS reports
l Phone Number reports
l Subscriber reports
l Enterprise reports
l Extension Division reports

Subscriber Services reports are located under Reporter=>Business Reporter=>Subscriber services reports. These reports include

l Employee reports
l Employee Division reports
l Subscriber reports
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Traffic Analysis reports are located under Reporter=>Traffic Analysis. These reports include

l Traffic Attendant reports
l Traffic DTMF Receiver Group reports
l Traffic Route reports
l Traffic Trunk reports

In addition, you can run Lifecycle reports under Reporter=>Lifecycle.

You can restrict access to any or all reports with advanced security roles using report lists. For more information, see theMiVoice Business
Reporter User Guide.

REPORTEROPTIONS
The complete list of Reporter parameters follows:

l Report type
The Report type field specifies the report name.

l Device
The Device field specifies the device you are reporting on, such as account codes, and lists the devices for which you can generate reports.

l Start date/End date
The Start date and End date lists specify the range of dates used in the report. You can pick any calendar date as the start date and any
date later in the calendar year as the end date.

l Start hour/End hour
The Start hour and End hour lists specify the hours of the day included in the report.

l Days to include
The Days to include check boxes specify days of the week to include in the report.

l Interval
The Interval list specifies the report period: by 15, 30, or 60minutes.

l Report mode
The Report mode gives you the option of a default report that spans one day, or an over-midnight report that spans two days (for example,
an over-midnight report can cover from 10 P.M. on day one to 10 A.M. on day two).
NOTE: The time span cannot exceed 24 hours.
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l Report Output language
TheOutput language lists the language used in the report tables and charts: English, Canadian French, Latin American Spanish, Brazilian
Portuguese, and Dutch.

l Render Type
The output format of the report.

l Email the report to
The Email the report to check boxes email the report spreadsheet and associated graph to the selected contacts. You add contacts and
contact groups to the Email to list under theMy options menu.

l Print the report
The Print the report check box prints the report spreadsheet and associated graph.

SETTING UPCONTACTSANDCONTACTGROUPS
Before you generate a report, to email that report, youmust set up

l My email contacts includes personal email addresses.
l My email contact groups includes mailing lists comprised of global contacts andMy email contacts.

Setting up email contacts for emailing reports
To set up groups for emailing reports

1. Click My options=>My contacts=>My email contacts.
TheMy email contacts window opens.

2. Click Add.
The Add contact window opens.

3. Type the first name, last name, and email address of the person to whom you will email reports.
4. Click Save.
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Setting up email contact groups for emailing reports
If you intend to email the report to more than one recipient youmust add the recipients to amailing list and then associate the recipients with a
group.

To set up groups for emailing reports

1. Click My options=>My contacts=>My email contact groups.
TheMy email contacts window opens.

2. Click Add.
The Add contact window opens.

3. Type the name and description of the email group to which you will email reports.
4. Click Save.

The new email contact group opens on theMy email contact groups window.
5. Across from the record of the contact group, click Members.
6. UnderAvailable contacts, select the check boxes of the contacts to be added to the group.
7. Click Add>>.

GENERATING ON-DEMANDREPORTS
NOTE: You can generate reports on licensed employees only. The number of employees you license in YourSite Explorer must be consistent with
your software license.

The steps below detail how to run an Extension Accounting by Interval report.

To generate an on-demand report

1. Generate the report.
2. Print or email the report.
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GENERATING REPORTS
You generate reports in the followingmanner. These steps explain how to run a Voice QueueGroup Performance by Member report.

NOTE:

l Some reports are stored in SQL data tables as devices instead of intervals. Reports stored as devices cannot be run for a specific time
range and can only be run 24-hour periods. If the Start Hour and End Hour options in CCMWeb are disabled, the report can be generated for
24-hour periods only.

l If you run a report that results withData Limit Exceeded in the inbox, youmust re-run the report using a shorter time span.

To generate a report

1. Click Reporter=>Voice=>Queue reports.
The Basic tab opens.
See Figure 2.

2. AfterReport type, select theQueue Group Performance by Period report.
3. AfterQueue group, click one or more queue group.

Hold down the <Shift> key or <Ctrl> key to select more than one queue group.
4. AfterStart date andEnd date, specify the start and end dates for the report.

NOTE: If you want one report that spans two days (for example, from December 3 at 9 P.M. to December 4 at 5 A.M.), thenmake the Start
date and the End date the date the shift begins (December 3). If youmake the Start date the date the shift begins (December 3) and the End
date the date the shift ends (December 4), you will generate a report that spans three days (December 3 from 9 P.M. to December 5, 5
A.M.). The time span for each shift cannot exceed 24 hours.

5. If you want to create a separate report for each day in the date range you selected, select theCreate one report for each day in the
selected date range check box.

6. AfterStart hour and End hour, specify the start and end hours for the report.
NOTE: If you are running reports with the Over midnight Report mode option, the time span between the Start hour and the End hour cannot
exceed 24 hours.

7. After Interval, specify the time interval in which the statistics will display in the report.
8. AfterDays to include, select the days of the week to include in the report.
9. If your contact center does not operate 24 hour a day, after Report mode, click Default.
10. If you want to run a report over midnight, afterReport Mode, click Over midnight.

TheOver midnight report mode is most appropriate for 24-hour contact centers.
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11. AfterReport output language, select the language used in the report output.
12. AfterRender type, specify how you will view reports, either in Excel or .pdf format.
13. Click the Filter tab.

NOTE: The Filter tab is available with select reports only.
14. Specify the filtering options to include in the report. Separatemultiple values with commas.

For example: Queue = P100,P200,P300.
15. Click the Distribution tab.
16. If you want to email the report, select theEmail the report to check box and specify to whom you will email the report:

l A contact group, select the this contact group check box, and select a group
l One contact only, select the this contact check box, and select a contact
l One employee only, select the this employee check box and select an employee
l A contact that is not listed, select the this email address check box, and type the email address

You add contacts and contact groups to the Email to list under My options=>My contacts.
17. If you want to print the report, select thePrint the report check box.
18. Click Submit.

The Report submitted screen opens.
19. Click View Report Inbox.

The Report Inbox window opens, listing all created reports.
20. Click View to open a report.

The report opens in the format you specified.
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Figure 2: Reporter: Basic Tab
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Emailing reports
To email a report

1. In an active report, click the Distribution tab.
2. Select theEmail the report to check box and specify to whom you will email the report:

l A contact group, select the this contact group check box, and select a group
l One contact only, select the this contact check box, and select a contact
l One employee only, select the this employee check box, and select an employee
l A contact that is not listed, select the this email address check box, and type the email address

You add contacts and contact groups to the Email to list under My options=>My contacts.
3. Click Submit.

The Report submitted screen opens.
4. Click View report inbox.
5. When the email icon beside the report changes toComplete, the report has been emailed.

Printing reports
To print a report

1. In an active report, click the Distribution tab.
2. Select thePrint the report check box.
3. Click Submit.
4. Click View report inbox.
5. When the print icon beside the report changes toComplete, the report has been emailed.
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SCHEDULEDREPORTS
You use Scheduled Reports to automate the generation of reports.

SCHEDULEDREPORTSOPTIONS
To create a scheduled report youmust complete the following options

l TheSchedule name field is a user defined name to describe the contents of the schedule.
l TheSchedule will run field specifies how often the report will be generated.
l TheAt field defines when the scheduled report will be generated.
l TheReports time span field defines the dates of the report activity to appear in the report.
l TheEmail the report to field defines the Email contact group to which you are sending the report.
l ThePrint the report check box indicates that the scheduled report will be printed every time it is generated.

GENERATING SCHEDULEDREPORTS
NOTE: You can generate reports on licensed employees only. The number of employees you license in YourSite Explorer must be consistent with
your software license.

To generate a scheduled report, youmust follow these steps:

l Create a report schedule.
l Add reports to the schedule.
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CREATING REPORTSCHEDULES
NOTE: If you select printing andmailing options, Reporting Service prints and emails all of the reports included in the schedule on the date the
system runs the reports.

You can create report schedules for Business Reporter reports.

To create a schedule for Business Reporter reports

1. Click Reporter=>Scheduled Reports.
2. Click Next>>.

See Figure 3.

Figure 3: Scheduled Reports: Properties tab
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3. AfterSchedule name, type a schedule name.
4. AfterSchedule will run, select the schedule frequency, for example, every day, every Wednesday, or the start of month.

When you select the day, all the reports associated with this schedule will be printed that day, every week.
5. After >at, click the time of day the schedule will be activated.

For example, if you select Wednesday at 7:00 A.M., all the reports associated with this schedule will be printed every Wednesday at 7:00
A.M.

6. AfterReports time span, select a time span.
If you select Year to date, the report output includes all days from 1 January to the present date. If you select From given start date to
current date option you will produce reports for your fiscal year.

7. Click theDistribution tab.
See Figure 4.

8. To email the report, select the correspondingEmail the report to check box, and select the email recipients.
NOTE:You add contacts and contact groups to the email to list underMy options=>My contacts.
The date of when the schedule will next run will appear afterSave.

9. Add the reports to be generated using the schedule you just created.
See "Adding reports to schedules" on page 14.

Figure 4: Distribution tab



Scheduled Reports

14

ADDING REPORTSTO SCHEDULES
NOTE:

l Before you can add reports to schedules, youmust save the schedules.
l You can select the time interval for reporting by 15-, 30-, or 60-minute intervals, by day of the week, by day of themonth, or by month for
interval reports only.

To add a report to a Report Schedule

1. InReporter=>Scheduled Reports, on theReport Schedules tab, select a schedule and click Edit schedule.
2. Click Add a report.
3. Select a report category.
4. Select a report type.
5. Follow the steps in "Generating reports " on page 7 for the Basic tab to set up the report.
6. Click Submit.

GENERATING SCHEDULEDREPORTS IMMEDIATELY
To generate your scheduled reports at a specific time (other than immediately), you specify the date and time they will be generated when you
create the schedule. See "Creating report schedules" on page 12.

To generate scheduled reports immediately:

1. Click Reporter=>Scheduled Reports.
2. UnderWork with an existing schedule, select the schedule to be generated.
3. Click Execute schedule now.

The Execute schedule now window opens.
4. In theStart date and End date calendars, click a start date and end date the report will generate.
5. Click Submit.

The reports associated with the schedule are generated immediately and placed in your Report Inbox.
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REPORT INBOX
The Report Inbox application displays the on-demand and scheduled reports generated under your user name over the past 30 days. Inbox
manager deletes reports from your inbox by date range.

NOTE:

l In Report Inbox, if the report status is Pending for an extended period of time, start Client Component Pack Manager and confirm the
Enterprise Server IP address and your user name and password are correct.

l In Report Inbox, if Data Limit Exceeded opens, re-generate the report using a shorter time span.

Report Inbox includes

l Today’s reports displays all of the reports generated today under your user name.
l Yesterday’s reports displays all of the reports generated yesterday under your user name.
l All of your reports displays all of the reports generated under your user name over the last 30 days.
l Inbox Manager deletes reports from your inbox by date range.

REPORT INBOXOPTIONS
The Report inbox has the following options:

l Report type
The Report type field lists the report name.

l Media server
TheMedia server field defines themedia server against which you are running the report.

l Name
If you are creating aQueueGroup report, then the Name field specifies the name of the QueueGroup. If you are creating aQueue report,
then the Name field specifies the name of the Queue.
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l Reporting number
If you are creating aQueueGroup report, then the Reporting field specifies the reporting number of the QueueGroup. If you are creating a
Queue report, then the Reporting field specifies the reporting number of the Queue

l Start date
The starting date of the time period covered in the report

l End date
The ending date of the time period covered in the report

l Start time
The starting time of day included in the report

l End time
The ending time of day included in the report

l Interval
The interval selected in the report

l Status
The Status field confirms if your report is ready. When aComplete icon appears in the status field the report is waiting in your Report inbox.
When aPending icon appears, the report is not ready. A No data iconmeans no records are available for the parameters you specified. A
Failed iconmeans the report did not generate. If a report fails, the Reporting Service logs errors in the NT Event log. Table 1 describes the
status indicator icons.

l View
The View command displays reports generated inMicrosoft Excel.

l Delete
The Delete command deletes reports from your report inbox.
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Table 1: Report status indicators

STATUS EXCEL ICON PDF ICON

Complete

Pending

NoData

Failed

Email Complete

Email Pending

Email Failed

Printing Complete

Printing Pending

Printing Failed
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VIEWING REPORTS
The Report Inbox application displays all of the on-demand, scheduled, and forecast reports generated under your user name.

To view report details:

1. Click View Report Inbox (upon submitting a report) or click Report Inbox=> Today’s reports.
2. Select theAutomatically refresh this page every 10 seconds check box to automatically update the Status column.

The Status field confirms if your report is ready.
l WhenComplete appears in the status field the report is waiting in your report inbox.
l WhenPending appears in the inbox, the report is not ready.
l WhenNo data appears in the inbox, no records were available for the parameters you specified.
l WhenData limit exceeded appears in the inbox, the time span selected was too great. Select a shorter time span and rerun the
report.

l When Failed appears in the inbox, the report did not generate. If a report fails, the Report writer logs errors in the event log. Re-submit
regenerates the report.

3. Click View to view the report.

EDITING REPORTS INEXCEL
You can graph specific data by highlighting one or more columns of data in the Excel spreadsheet and using the Excel Chart Wizard. For more
information, seeMicrosoft Excel Help.

DELETING REPORTS
The prairieFyreMaintenance Alarm Dispatcher service deletes all of the reports that are 30 days or older from your report inbox. You save any
reports you want to retain beyond 30 days to your hard drive or network home directory.

Report writer uses the following criteria to determine a report’s age:

On-demand reports

For on-demand reports, the request date governs the report’s age.
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Scheduled reports

For scheduled reports, the date the system generates the report governs the reports age. Inbox manager does not delete reports you schedule to
run in the future.

To delete all the reports on a given date

1. Click Report inbox=>Inbox manager.
2. Select fixed dates or a date range for deleting reports.
3. Select the status types.
4. Click Delete.

Inbox Manager deletes all of the reports submitted on the dates you specified.

TROUBLESHOOTING REPORTING ISSUES
Common reporting troubleshooting issues are described below.

TROUBLESHOOTINGMISSING DATA
NOTE: You can run reports on licensed employees only.

If you run a report and notice that the data for a device is missing from the report output, verify the device is programmed in the telephone system
and in YourSite Explorer. If you determine the device is missing from the database, add it to the database and use the Summarize Data command
(in theManagement Console application) to update the prairieFyre Service and the SQL database with the complete telephone system data stored
on the local hard drive. You can then produce reports on the device.

To summarize data

1. OpenContact Center Client.
2. If prompted, type yourUsername andPassword.
3. Click Log in.
4. On the ribbon, click Tools=>Management.
5. Click Maintenance=>Summarize data.
6. Follow the steps in the Summarize DataWizard to summarize the data.
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TROUBLESHOOTING REPORTING SERVICE
Why is Reporting Service not emailing or printingmy reports?

l Ensure the SMTP Mail settings are correctly configured.
l Ensure the printer settings are correctly configured.
l View the log file for Reporting Service to find out why reports are not being printed/emailed the way you expect in the installation/Log file

SQL VIEWS
A SQLView is a virtual table that aggregates data from several Business Reporter report tables into a single usable view. With SQL Views, you
can access the raw telephone system data before any math or quantifiers have been applied. This is especially useful if you need to feed raw
statistics to a third-party reporting tool or create custom reports that define performancemetrics in ways specific to your business.

The following SQL Views are currently available:

l Extension Group Config
l Extension GroupMembers Config
l Trunk Group Config
l Trunk GroupMembers Config
l Call Accounting Trace Extension Stats
l Call Accounting Trace Trunk Stats
NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR
record). In Trace reports, combining the talk time for these two segments represents the length of the call.

To download SQL Views documentation

1. Using a web browser, browse to http://www.mitel.com.
2. Click Login.
3. Type your MOLUser ID and Password and click Log in.
4. UnderSupport, click Software Downloads.
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5. Select eitherContact Center Enterprise Edition=>Contact Center Enterprise Edition Software Download orContact Center
Business Edition=>Contact Center Business Edition Software Download orContact Center Workgroup Edition=>Contact
Center Workgroup Edition Software Download. If you run Business Reporter software, click Call Accounting=>Call Accounting
Software Download.

6. Click the link under Current Release.
7. On theDownload Software page, click SDK.
8. UnderSQL Views, choose your downloadmethod and location and download the files.

The files are downloaded as a zipped file.
9. Once the files have been extracted, you can access the Advanced Data Access Guide in web help format. This guide provides

explanations and lists the necessary requirements for access to SQL Views. It also provides a table detailing the relationships between
mainline reports (delivered inMicrosoft Excel) and each SQL View. Open theReadme.html file within this folder to browse the Advanced
Data Access Guide web help.
NOTE: The SQL Views (.sql files) are included in the product installation and can be accessed using SQLQuery Analyzer, SQL
Management Studio, SQLReporting Services, or Crystal Reports.
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REPORT DESCRIPTIONS
Business Reporter reports provide call statistics that help you track and control call costs. You can print or email your reports from local or remote
locations, and schedule weekly reports for up-to-date call statistics at hand.

NOTE: In Business Reporter reports, durations greater than .5 are rounded up and durations less than .5 are rounded down.

LIFECYCLE REPORTS
Lifecycle reports provide detailed information on all of the events related to the life of a specific call, from themoment the call enters the telephone
system to call termination. You can generate Lifecycle reports on the following devices:

l DNIS/ DNIS group
l Extension/extension group
l Trunk/trunk group
l Media server
l Site

Lifecycle reports can be filtered by a number of criteria. For more information, click Reporter=>Lifecycle=>Filter tab. Lifecycle reports also include
call notes. If you have clustered your enterprise into a single site, you can run a Lifecycle report on site to report on your entire enterprise. (See
Figure 5.)

Call data does not make the transition to Lifecycle reports immediately upon call completion. Real-time summary checks for completed calls to
file to the Lifecycle data table every 15minutes by default. Themaximum amount of time a call with no additional activity will be held before being
considered complete is 60minutes. However, for customers who routinely handle lengthy calls, this time can be extended. It is important to delay
the transition of call data to Lifecycle reports until the call is entirely completed, otherwise the datamay be inadvertently split into multiple pieces
of information.

We recommend you run Lifecycle reports the next day for this day's activities to ensure all data has transitioned to the Lifecycle data table.

NOTE: Lifecycle reports contain only SMDR data. Events displayed under the ‘Event Type’ columnwill only relate to SMDR devices.

Table 2 defines events that can occur in Business Reporter Lifecycle reports.
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Table 2: Business Reporter Lifecycle report event type definitions.

EVENT TYPE DEFINITION

Set Classification Code Classification Code entered during a call

Set Account Code Account Code entered by an Employee

Conference Start Initiation of conference call

Requeue Call returned to queue

Call Segment Completed Device disconnects from a call

Call end

Call ended. The disconnecting party is the associated device in the Type of device column,
either extension, customer, or any device not configured in the Contact Center Management
database, including voicemail. If the disconnecting party is not configured in the Contact
Center Management database, it will display as --. The Reporting column shows the phone or
extension number of the disconnecting party.

Abandoned Call was abandoned

Transferred Call transferred to another device

Interflowed Call redirected to an alternate answering point

Interflow Abandoned Call disconnected after an interflow

Queue Unavailable Call directed to an unavailable queue

Conference End Conference call ends.
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Figure 5: Lifecycle Reporting



Business Reporter Reports Guide

25

BUSINESS REPORTERVOICE REPORTS
Business Reporter includes the following voice reports:

l Queue reports
l Extension reports
l Trunk reports
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VOICEQUEUEREPORTS
Voice Queue andQueueGroup reports provide statistics on individual queues and queue groups that reflect caller behavior and the service
experienced by callers.

Version 7.1 supports Ring Group reporting.

Statistics not applying to Ring Groups display as ‘0’ in Voice Queue reports.

NOTE:

l Hot desking users logging into Ring Groupmember extensions must also be amember of the RingGroup, to ensure accurate Ring Group
reporting. For more information on configuring RingGroups, see theBusiness Reporter User Guide.

l Ring group reporting is supported for MCD 7.0+.

Please note the following exceptions to Ring Group reporting statistics

l RingGroups are not credited with interflow counts if the receiving extension has a hot desking user logged in.
l External calls to Ring Groups that interflow to paths and are answered are not included in Ring Group statistics.
l Supervised, answered transfers to Ring Groups credit the answering RingGroupmember and not the RingGroup.

The Business Reporter Voice Queue reports are listed below:

l Performance reports
l Queue Performance chart
l QueueGroup Performance chart
l Queue Performance by Member (You cannot generate this report over midnight.)
l Queue andQueueGroup Performance by Day of Month
l Queue Performance by Period
l QueueGroup Performance by Queue

l ANI reports
l Queue ANI by Area Code
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Voice Queue Performance chart
The Voice Queue Performance chart displays performance statistics for voice queues. The chart enables supervisors to see, at a glance,
performance trends for queues by time of day, contacts offered, and agents available. The chart also shows contacts affecting the contact
center’s Service Level, by time of day. (See Figure 6.)

If Handled bars display higher than Service count bars, contacts are not being answered in the queue’s Service Level time. If Service count bars
are higher than Handled bars, contacts are being abandoned and/or interflowed.

The Voice Queue Performance chart displays the following information:

CHART FIELD DESCRIPTION

Counts
the number of handled, abandoned, interflowed, and Service counts for the queue’s members.
These counts display on the left-hand vertical axis and are charted against the other statistics
using a blue line graph

Handled the number of contacts answered by the queue's members

Abandoned the number of contacts sent to the queue where the client disconnected before the contact was
answered

Interflowed
the number of contacts redirected from the queue to an alternate answer point, such as another
queue or voicemail. Contacts redirected before the Short Abandon time are not included in
Interflow statistics.

Service count the number of contacts sent to the queue that were answered, abandoned, or interflowed within
the specified Service Level time

Offered the number of contacts sent to the queue that were completed, interflowed, or abandoned,
charted using a blue line graph

Available agents

the number of agents available throughout the reporting period. These counts display on the
right-hand vertical axis and are charted against the other statistics using a green line graph.
This statistic is calculated as the number of agents with a shift duration greater than zero

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.
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Figure 6: Voice Queue Performance chart
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Voice QueueGroup Performance chart
The Voice QueueGroup Performance chart displays detailed information for voice queues comprising queue groups. The chart includes several
graphs that enable supervisors to see, at a glance, the queues’ handling, traffic, service level, and available agent statistics. The chart also
indicates whether queues in a queue group aremeeting their Service Level targets. (See Figure 7.)

The Voice QueueGroup Performance chart displays the following graphs and information:

The Handled by Hour graph shows the number of ACD contacts handled by the queue group during the reporting interval. This includes offered,
completed, and abandoned contacts.

GRAPH DESCRIPTION

Handled by hour

displays the number of contacts handled for the queue group during the reporting interval,
including Offered, Completed, and Abandoned contacts

Offered statistics refer to the number of contacts sent to the queue that were completed,
interflowed, or abandoned

Completed statistics refer to the number of contacts answered for the queue

Abandoned statistics refer to the number of contacts sent to the queue where the client
disconnected before the contact was answered

Available agents by hour
displays the number of agents available in the queues’ answering agent groups, by time of day

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.

Traffic by queue displays the number of completed and abandoned contacts for the queues in the queue group

Stats affecting Service Level displays statistics affecting the queue’s Service Level, including abandoned contacts,
requeued contacts, interflowed contacts, and queue unavailable counts

In addition to the information displayed by the graphs listed above, the Voice QueueGroup Performance chart displays the following information.
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CHART FIELD DESCRIPTION

Media server themedia server collecting data

Average handling time the average amount of time, including hold, spent completing contacts sent to the queue. This
is calculated by the average timemembers were connected to contacts

Service Level

the portion of the chart displays statistics affecting the queue’s Service Level, including
abandoned contacts, requeues, interflowed contacts, and queue unavailable counts. The bar
running through the chart indicates the queue’s Service Level for the reporting period. If the bar
does not reach your Service Level targets, adjust the factors listed above

Total the total of each of the columns
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Figure 7: Voice Queue Group Performance chart
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Voice Queue Performance byMember
TheQueue Performance by Member report show the call performance of eachmember and therefore permit comparison of onemember's
performance against other members' performances. (See Figure 8.)

NOTE:Members answering calls, taking transferred calls, or taking part in conference calls from the queue will appear in this report even if the
member is not associated to the queue or the queue group on which you are reporting.

TheQueue Performance by Member report provide the following information:

REPORT FIELD DESCRIPTION

Reporting themember's reporting number

Full name themember's name

ACD calls handled the number of ACD calls answered

Total speed of answer (hh:mm:ss)
the total delay before the call was answered

NOTE: for Ring Groups, this includes time calls spent ringing on other extensions in the Group
(Terminal Cascade, Circular, and Circular Cascade ringing only)

Average speed of answer (hh:mm:ss)

the average delay before calls were answered (including time in queue andmember ringing
time)

NOTE: for Ring Groups, this includes time calls spent ringing on other extensions in the Group
(Terminal Cascade, Circular, and Circular Cascade ringing only)

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Totals the total of each of the columns
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Figure 8: Voice Queue Performance by Member
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Voice Queue Performance by Period
TheQueue Performance by Period report show the call activity of a queue across 15-, 30-, or 60-minute intervals, for the shift duration and day(s)
you specify (See Figure 9.)

TheQueue Performance by Period report provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

ACD calls offered the number of ACD calls offered to the queue (Handled + Long abandoned + Interflowed)

ACD calls handled the number of ACD calls answered

Calls abandoned (short) the total number of calls abandoned before the Short Abandon threshold (the Short Abandon
time default is 6 seconds)

Calls abandoned (long) the total number of calls abandoned after the Short Abandon threshold

Calls interflowed the number of calls that were redirected from the queue to an alternate answer point, such as
another queue or voicemail, after the Short Abandon time

Calls requeued
the total number of requeues at the agent's position - if an agent fails to answer a call, the
system places the call back in the same queue

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.

Queue unavailable the number of contacts either routed to the queue's unavailable answer point/overflow point or
interflowed before the Short Abandon time

Answered by ACD group 1
the number of ACD calls answered by the first answer point

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.

Answered by ACD group 2
the number of ACD calls answered by the second answer point

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.
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REPORT FIELD DESCRIPTION

Answered by ACD group 3
the number of ACD calls answered by the third answer point

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.

Answered by ACD group 4
the number of ACD calls answered by the fourth answer point

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.

Average speed of answer (hh:mm:ss)

the average delay before calls were answered (including time in queue andmember ringing
time)

NOTE: for Ring Groups, this includes time calls spent ringing on other extensions in the Group
(Terminal Cascade, Circular, and Circular Cascade ringing only)

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned

Average delay to interflow (hh:mm:ss) the average elapsed time before the call was interflowed

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Abandon% the percentage of calls that were abandoned after the configured short abandon threshold

Service Level % the percentage of calls answered within the specified Service Level time

Answer% the percentage of offered calls answered

Totals the total of each of the columns
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Figure 9: Voice Queue Performance by Period
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Voice QueueGroup Performance by Queue
TheQueueGroup Performance by Queue report compares the workload distribution across the queues in a queue group for the shift duration and
day(s) you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across queues. (See Figure 10.)

NOTE: TheQueueGroup Performance by Queue report can contain up to amaximum of 1,000 queues in one report.

TheQueueGroup Performance by Queue report provides the following information:

REPORT FIELD DESCRIPTION

ACD queue the queue’s reporting number

ACD queue name the queue's name

ACD calls offered the number of ACD calls offered to the queue (Handled + Long abandoned + Interflowed)

ACD calls handled the number of ACD calls answered

Calls abandoned (short) the total number of calls abandoned before the Short Abandon threshold (the Short Abandon
time default is 6 seconds)

Calls abandoned (long) the total number of calls abandoned after the Short Abandon threshold

Calls interflowed the number of calls that were redirected from the queue to an alternate answer point, such as
another queue or voicemail, after the Short Abandon time

Calls requeued
the total number of requeues at the agent's position - if an agent fails to answer a call, the
system places the call back in the same queue

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.

Queue unavailable the number of contacts either routed to the queue's unavailable answer point/overflow point or
interflowed before the Short Abandon time

Answered by ACD group 1
the number of ACD calls answered by the first answer point

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.
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REPORT FIELD DESCRIPTION

Answered by ACD group 2
the number of ACD calls answered by the second answer point

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.

Answered by ACD group 3
the number of ACD calls answered by the third answer point

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.

Answered by ACD group 4
the number of ACD calls answered by the fourth answer point

NOTE: not applicable to Ring Group reporting. Statistics for Ring Groups will display as '0'.

Average speed of answer (hh:mm:ss)

the average delay before calls were answered (including time in queue andmember ringing
time)

NOTE: for Ring Groups, this includes time calls spent ringing on other extensions in the Group
(Terminal Cascade, Circular, and Circular Cascade ringing only)

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned

Average delay to interflow (hh:mm:ss) the average elapsed time before the call was interflowed

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Abandon% the percentage of calls that were abandoned after the configured short abandon threshold

Service Level % the percentage of calls answered within the specified Service Level time

Answer% the percentage of offered calls answered

Totals the total of each of the columns
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Figure 10: Voice Queue Group Performance by Queue
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Voice Queue ANI by Area Code
TheQueue ANI by Area Code report show the call distribution across area codes. (See Figure 11.)

TheQueue by Area Code report provide the following information:

REPORT FIELD DESCRIPTION

Area code the area code reported by the ANI digits

Geographic location the region represented by the area code

ACD calls offered
the number of ACD calls reported for the area code

NOTE: In this report, this statistic includes short abandoned calls.

ACD calls handled the total number of ACD calls answered

Calls abandoned
the total number of calls abandoned reported for the area code

NOTE: In this report, this statistic includes short abandoned calls.

Calls interflowed the number of calls that were redirected from the queue to an alternate answer point, such as
another queue or voicemail, after the Short Abandon time

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average speed of answer (hh:mm:ss)

the average delay before calls were answered (including time in queue andmember ringing
time)

NOTE: for Ring Groups, this includes time calls spent ringing on other extensions in the Group
(Terminal Cascade, Circular, and Circular Cascade ringing only)

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned
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REPORT FIELD DESCRIPTION

Average delay to interflow (hh:mm:ss) the average elapsed time before the call was interflowed

Totals the total of each of the columns
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Figure 11: Voice Queue ANI by Area Code
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VOICEEXTENSIONREPORTS
You can only report on extensions that are licensed for Business Reporter. The number of extensions you license in YourSite Explorer must be
consistent with your software license.

NOTE:

l Ring group reporting is supported for MCD 7.0+.
l You can run extension reports to cost attendant call activity (SMDR Attendant Extension reports). When you create the attendant
extension in the YourSite database, youmust use the attendant reporting number found on the switch (for example, ATT1) as the extension
reporting number. The numbers must be identical. If the switch uses a capital letter, youmust use a capital letter in the YourSite database.
These SMDR attendant extension reports use data collected from the SMDR stream. If you want to report on traffic attendant activity, you
must have the Traffic Analysis application. Traffic attendant reports use data collected from the traffic stream. See "Business Reporter
Traffic Analysis reports" on page 266 for more information.

l When an employee is associated to only one extension, employee reports and extension reports run for that employee will contain identical
data. The same is true for extension and employee group reports. Thus, configuration can be simplified by creating an extension for each
employee, instead of configuring an employee and then associating an extension to that employee. However, whenmore than one
extension or one or more Account codes are associated to an employee youmust configure the employee and then associate the
appropriate extensions and Account codes to the employee.

l Event reports derive their data from the ACD real-time event stream. Event reports on non-ACD extensions use theMiTAI stream. All other
reports derive their data from the SMDR stream.

Voice Extension reports on individual extensions and extension groups provide an indication of activity on extensions.

The Business Reporter Voice Extension reports are listed below:

l Performance reports
l Extension and Extension Group Performance by Account Code
l Extension and Extension Group Performance by Day of Month
l Extension and Extension Group Performance by Day of Week
l Extension and Extension Group Performance by Month
l Extension and Extension Group Performance by Period
l Extension Group Performance by Extension
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Voice Extension and Extension Group Performance by Account Code
The Extension and Extension Group Performance by Account Code reports show the voice account code activity of the extension and extension
group for the shift duration and day(s) you specify. (See Figure 12.)

The Extension and Extension Group Performance by Account Code reports provide the following information:

REPORT FIELD DESCRIPTION

Account Code number the number assigned to the Account Code

Name the name of the Account Code

Is Classification Code
indicates whether the Account Code entered is a Classification Code

NOTE: not applicable to Ring Group reporting

Account Codes entered the number of Account Codes entered

Total duration (hh:mm:ss)

the total amount of time, including hold, between when an Account Code was entered and
when the contact was either completed, tagged with another Code, or when the agent logged
off

NOTE: For Classification Codes, this statistic includes transfer time and the time calls were
handled at other extensions.

Average duration (hh:mm:ss)

the average amount of time, including hold, spent working on contacts tagged with the Account
Code

NOTE: For Classification Codes, this statistic includes transfer time and the time calls were
handled at other extensions.

Totals the total of each of the columns
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Figure 12: Voice Extension Group Performance by Account Code
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Voice Extension and Extension Group Performance by Day of Month
The Extension and Extension Group Performance by Day of Month reports show the call activity of the extension and extension group across 15-,
30-, or 60-minute intervals for the shift duration and day(s) you specify. (See Figure 13.)

The Extension and Extension Group Performance by Day of Month reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Calls abandoned
the total number of calls abandoned while ringing at the extension

NOTE: this statistic does not include calls routed to the extension from aRingGroup

Calls outbound the total number of outbound calls

Calls transferred to extension the total number of calls transferred to the extension

Calls transferred from extension the total number of calls transferred from the extension

Conference calls The total number of conference call involving the extension

Inbound Account Code count the total number of inbound account codes entered during inbound calls

Outbound Account Code count the total number of outbound account codes entered during outbound calls

Average speed of answer (hh:mm:ss)
the average duration before ACD calls were answered

NOTE: for extensions associated to Ring Groups, this includes time calls spent ringing on
other extensions in the Group (Terminal Cascade, Circular, and Circular Cascade ringing only)

Average time to answer non ACD call
(hh:mm:ss) the average delay before the Non ACD call was answered
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REPORT FIELD DESCRIPTION

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)

Outbound handling time (hh:mm:ss) the total duration of outbound calls (including hold time and transfer/conference time)

Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Totals the total of each of the columns
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Figure 13: Voice Extension Group Performance by Day of Month
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Voice Extension and Extension Group Performance by Day of Week
The Extension and Extension Group Performance by Day of Week reports show the call activity of the extension and extension group across 15-,
30-, or 60-minute intervals over the days of the week. When this report is run for more than one week, the data is summed for each day of the
week. For example, if the report is run for two weeks, the data found under Monday represents the summed total of the twoMondays and the data
found under Tuesday represents the summed totals of the two Tuesdays. (See Figure 14.)

The Extension and Extension Group Performance by Day of Week reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Calls abandoned
the total number of calls abandoned while ringing at the extension

NOTE: this statistic does not include calls routed to the extension from aRingGroup

Calls outbound the total number of outbound calls

Calls transferred to extension the total number of calls transferred to the extension

Calls transferred from extension the total number of calls transferred from the extension

Conference calls The total number of conference call involving the extension

Inbound Account Code count the total number of inbound account codes entered during inbound calls

Outbound Account Code count the total number of outbound account codes entered during outbound calls

Average speed of answer (hh:mm:ss)
the average duration before ACD calls were answered

NOTE: for extensions associated to Ring Groups, this includes time calls spent ringing on
other extensions in the Group (Terminal Cascade, Circular, and Circular Cascade ringing only)
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REPORT FIELD DESCRIPTION

Average time to answer non ACD call
(hh:mm:ss) the average delay before the Non ACD call was answered

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)

Outbound handling time (hh:mm:ss) the total duration of outbound calls (including hold time and transfer/conference time)

Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Totals the total of each of the columns
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Figure 14: Voice Extension Group Performance by Day of Week
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Voice Extension and Extension Group Performance byMonth
The Extension and Extension Group Performance by Month reports show the call activity of the extension and extension group across 15-, 30-, or
60-minute intervals for the shift duration and day(s) you specify. (See Figure 15.)

The Extension and Extension Group Performance by Month reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Calls abandoned
the total number of calls abandoned while ringing at the extension

NOTE: this statistic does not include calls routed to the extension from aRingGroup

Calls outbound the total number of outbound calls

Calls transferred to extension the total number of calls transferred to the extension

Calls transferred from extension the total number of calls transferred from the extension

Conference calls The total number of conference call involving the extension

Inbound Account Code count the total number of inbound account codes entered during inbound calls

Outbound Account Code count the total number of outbound calls

Average speed of answer (hh:mm:ss)
the average duration before ACD calls were answered

NOTE: for extensions associated to Ring Groups, this includes time calls spent ringing on
other extensions in the Group (Terminal Cascade, Circular, and Circular Cascade ringing only)

Average time to answer non ACD call
(hh:mm:ss) the average delay before the Non ACD call was answered
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REPORT FIELD DESCRIPTION

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)

Outbound handling time (hh:mm:ss) the total duration of outbound calls (including hold time and transfer/conference time)

Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Totals the total of each of the columns
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Figure 15: Voice Extension Group Performance by Month
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Voice Extension and Extension Group Performance by Period
The Extension and Extension Group Performance by Period reports show the call activity of the extension and extension group across 15-, 30-, or
60-minute intervals, for the shift duration and day(s) you specify. (See Figure 16.)

The Extension and Extension Group Performance by Period reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Calls abandoned
the total number of calls abandoned while ringing at the extension

NOTE: this statistic does not include calls routed to the extension from aRingGroup

Calls outbound the total number of outbound calls

Calls transferred to extension the total number of calls transferred to the extension

Calls transferred from extension the total number of calls transferred from the extension

Conference calls The total number of conference call involving the extension

Inbound Account Code count the total number of inbound account codes entered during inbound calls

Outbound Account Code count the total number of outbound account codes entered during outbound calls

Average speed of answer (hh:mm:ss)
the average duration before ACD calls were answered

NOTE: for extensions associated to Ring Groups, this includes time calls spent ringing on
other extensions in the Group (Terminal Cascade, Circular, and Circular Cascade ringing only)

Average time to answer non ACD call
(hh:mm:ss) the average delay before the Non ACD call was answered



Business Reporter Voice reports

56

REPORT FIELD DESCRIPTION

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)

Outbound handling time (hh:mm:ss) the total duration of outbound calls (including hold time and transfer/conference time)

Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Totals the total of each of the columns
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Figure 16: Voice Extension Performance by Period
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Voice Extension Group Performance by Extension
The Extension Group Performance by Extension report shows the activity of each extension of a specific extension group for the shift duration
and day(s) you specify. (See Figure 17.)

The Extension Group Performance by Extension report provides the following information:

REPORT FIELD DESCRIPTION

Extension number the extension number used

Full name the name of the extension

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Calls abandoned
the total number of calls abandoned while ringing at the extension

NOTE: this statistic does not include calls routed to the extension from aRingGroup

Calls outbound the total number of outbound calls

Calls transferred to extension the total number of calls transferred to the extension

Calls transferred from extension the total number of calls transferred from the extension

Conference calls The total number of conference call involving the extension

Inbound Account Code count the total number of inbound account codes entered during inbound calls

Outbound Account Code count the total number of outbound account codes entered during outbound calls

Average speed of answer (hh:mm:ss)
the average duration before ACD calls were answered

NOTE: for extensions associated to Ring Groups, this includes time calls spent ringing on
other extensions in the Group (Terminal Cascade, Circular, and Circular Cascade ringing only)
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REPORT FIELD DESCRIPTION

Average time to answer non ACD call
(hh:mm:ss) the average delay before the Non ACD call was answered

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)

Outbound handling time (hh:mm:ss) the total duration of outbound calls (including hold time and transfer/conference time)

Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Totals the total of each of the columns
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Figure 17: Voice Extension Group Performance by Extension
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VOICETRUNKREPORTS
Voice Trunk reports on individual trunks and trunk groups provide an indication of how busy your trunks are.

The Voice Trunk reports are listed below:

l Performance reports
l Trunk and Trunk Group Performance by Period
l Trunk and Trunk Group Performance by Day of Week

Trunk Group Performance by Trunk

l Busy Minutes reports
l Trunk Group Busy Minutes
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Voice Trunk and Trunk Group Performance by Period
The Trunk and Trunk Group Performance by Period reports show the call activity of the trunk and trunk group across 15-, 30-, or 60-minute
intervals, for the shift duration and day(s) you specify. (See Figure 18.)

The Trunk and Trunk Group Performance by Period reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Calls abandoned the total number of calls abandoned before they were answered

Calls outbound the total number of outbound calls

Average speed of answer (hh:mm:ss) the average delay before calls were answered (including time in queue and ringing time)

Average delay to abandon (hh:mm:ss) the average elapsed time before calls were abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)

Outbound handling time (hh:mm:ss) the total duration of outbound calls

Average handling outbound time (hh:mm:ss) the average duration of outbound calls

Totals the total of each of the columns
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Figure 18: Voice Trunk Group Performance by Period
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Voice Trunk and Trunk Group Performance by Day of Week
The Trunk and Trunk Group Performance by Day of Week reports show the call performance of the trunk and trunk group over the days of the
week. When this report is run for more than one week, the data is summed for each day of the week. For example, if the report is run for two
weeks, the data found under Monday is the summed total of the twoMondays and the data found under Tuesday is the summed totals of the two
Tuesdays. (See Figure 19.)

The Trunk and Trunk Group Performance by Day of Week reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Calls abandoned the total number of calls abandoned before they were answered

Calls outbound the total number of outbound calls

Average speed of answer (hh:mm:ss) the average delay before calls were answered (including time in queue and ringing time)

Average delay to abandon (hh:mm:ss) the average elapsed time before calls were abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)

Outbound handling time (hh:mm:ss) the total duration of outbound calls

Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Totals the total of each of the columns
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Figure 19: Voice Trunk Group Performance by Day of Week
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Voice Trunk Group Performance by Trunk
The Trunk Group Performance by Trunk report shows the activity of each trunk of the selected trunk group. (See Figure 20.)

The Trunk Group Performance by Trunk report provides the following information:

REPORT FIELD DESCRIPTION

Trunk the number of the trunk

Trunk name the name of the trunk

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Calls abandoned the total number of calls abandoned before they were answered

Calls outbound the total number of outbound calls

Average speed of answer (hh:mm:ss) the average delay before calls were answered (including time in queue and ringing time)

Average delay to abandon (hh:mm:ss) the average elapsed time before calls were abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)

Outbound handling time (hh:mm:ss) the total duration of outbound calls (including hold time and transfer/conference time)

Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Totals the total of each of the columns
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Figure 20: Voice Trunk Group Performance by Trunk
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Voice Trunk Group BusyMinutes
The Trunk Group Busy Minute report shows the duration of and when all trunks are simultaneously in use. (See Figure 21.)

The Trunk Group Busy Minute reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Number of programmed trunks themaximum number of trunks that were programmed for this trunk group

Number of trunks with activity themaximum number of individual trunks that had at least one call in a connected state during
this activity period

Peak trunks used themaximum number of trunks that were simultaneously busy during this activity period

Busy minutes count the number of minutes that the peak trunks used equal the number of programmed trunks

Totals the total of each of the columns
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Figure 21: Voice Trunk Group Busy Minutes
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BUSINESS REPORTERCARRIERREPORTS
Business Reporter includes the following carrier reports:

l Account Code reports
l ANI reports
l Extension reports
l Trunk reports
l Employee reports
l Employee division reports
l DNIS reports
l Phone number reports
l Subscriber reports
l Enterprise reports
l Extension division reports



Business Reporter Reports Guide

71

ACCOUNTCODEREPORTS
Business Reporter Account Code reports provide an indication of call activity and costs by account code.

The Business Reporter Account Code Reports are listed below:

l Account Code Accounting by Account Code
l Account Code Accounting by Interval
l Account Code Accounting Trace
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Account Code Accounting by Account Code
The Account Code Accounting by Account Code report displays information related to total call activity by Account Code and associated name.
(See Figure 22.)

The Account Code Accounting by Account Code report shows each Account Code by Account Code you specify.

The Account Code Accounting by Account Code report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the identification number of the account code

Full name the name the account code is associated with

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 22: Account Code Accounting by Account Code
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Account Code Accounting by Interval
The Account Code Accounting by Interval report shows call activity and call performance by Account Code. By selecting the applicable report
interval, you choose the time parameters for which you want to create the report (by 15-, 30-, or 60-minute intervals, by day of the week, by day of
themonth, or by month) for the shift duration and days you specify. It provides call counts, and report statistics in hours, minutes, and seconds.
(See Figure 23.)

The Account Code Accounting by Interval report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total calls the total number of calls handled for the interval

Total duration (hh:mm:ss) the total length of calls handled for the interval

Total costs the total cost of the calls for the interval

Incoming calls the total number of calls received for the interval

Incoming duration (hh:mm:ss) the total length of incoming calls handled for the interval

Incoming costs the total cost of incoming calls handled for the interval

Outgoing calls the total number of outgoing calls handled for the interval

Outgoing duration (hh:mm:ss) the total duration of outgoing calls for the interval

Outgoing costs the total cost of outgoing calls handled for the interval

Total the total of each of the columns
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Figure 23: Account Code Accounting by Interval
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Account Code Accounting Trace
The Account Code Accounting Trace report shows each Account Code Trace by Account Code you specify. (See Figure 24.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The Account Code Accounting Trace report provides the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Number dialed the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Call rate the cost of the call for the duration. The call rate is determined by the carrier plan and the digits
dialed

Duration the total length of the call

Cost the cost of the telephone call

Trunk the communication line between two switching systems

DNIS The DNIS reporting number, as programmed in YourSite Explorer, representing the number the
caller dialed

Third party the extension or phone number to which the call was transferred (if applicable)

Third party device type the type of device to which the call was transferred (if applicable)

Caller ID the phone number the caller is calling from (if available)

Total the total of each of the columns
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Figure 24: Account Code Accounting Trace
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ANI REPORTS
Business Reporter ANI reports provide an indication of call activity and call costs by ANI.

The Business Reporter ANI reports are listed below:

l ANI Accounting by ANI
l ANI Accounting by Interval
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ANI Accounting by ANI
The ANI Accounting by ANI report shows the number of calls, cost, and duration for each ANI. (See Figure 25.)

You can use the Filter tab to sort the data by Call duration. Or you can sort it by Call count in descending order so that the devices with data will
appear at the top of the report. You can also use the Filter tab to hide the ANI with no duration (Call duration=0).

The ANI Accounting by ANI report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the identification number of the reporting ANI

Full name the name associated with the reporting ANI

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 25: ANI Accounting by ANI
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ANI Accounting by Interval
The ANI Accounting by Interval report shows the call activity and call performance by ANI. By selecting the applicable report interval, you choose
the time parameters for which you want to create the report (by 15-, 30-, or 60-minute intervals, by day of the week, by day of themonth, or by
month) for the shift duration and days you specify. It provides call counts, and report statistics in hours, minutes, and seconds. (See Figure 26.)

The ANI Accounting by Interval report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total calls the total number of calls handled for the interval

Total duration (hh:mm:ss) the total length of calls handled for the interval

Total costs the total cost of the calls for the interval

Incoming calls the total number of calls received for the interval

Incoming costs the total cost of incoming calls handled for the interval

Incoming duration (hh:mm:ss) the total length of incoming calls handled for the interval

Outgoing calls the total number of outgoing calls handled for the interval

Outgoing duration (hh:mm:ss) the total duration of outgoing calls for the interval

Outgoing costs the total cost of outgoing calls handled for the interval

Total the total of each of the columns
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Figure 26: ANI Accounting by Interval
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EXTENSIONREPORTS
Business Reporter Extension reports on individual extensions and extension groups provide an indication of call activity and call costs by
extensions. You can only report on extensions that are licensed for Business Reporter. The number of extensions you license in YourSite Explorer
must be consistent with your software license.

NOTE:You can run extension reports to cost attendant call activity. When you create the attendant extension in the YourSite database, youmust
use the attendant reporting number found on the switch (for example, ATT1) as the extension reporting number. The numbers must be identical. If
the switch uses a capital letter, youmust use a capital letter in the YourSite database. These extension reports use data collected from the SMDR
stream. If you want to report on traffic attendant activity, youmust have the Traffic Analysis application. Traffic attendant reports use data
collected from the traffic stream. See "Business Reporter Traffic Analysis reports" on page 266.

The Business Reporter Extension reports are listed below:

l Extension and Extension Group Accounting by Account Code
l Extension and Extension Group Accounting by Interval
l Extension Accounting by Interval by Call Type
l Extension and Extension Group Accounting by Phone Number/Location
l Extension and Extension Group Accounting Summary
l Extension and Extension Group Accounting Toll Fraud
l Extension and Extension Group Accounting Trace
l Extension Group Accounting by Extension
l Extension Group Accounting by Extension by Call Type
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Extension and Extension Group Accounting by Account Code
The Extension and Extension Group Accounting by Account Code report shows Account Codes, call duration, call cost, and total calls by
extension or by extension group. (See Figure 27.)

The Extension and Extension Group Accounting by Account Code report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension

Full name the name of the Account Code

Total calls the total number of calls handled

Total costs the total cost of calls

Total duration (hh:mm:ss)

the total amount of time, including hold, between when an Account Code was entered and
when the contact was either completed, tagged with another Code, or when the agent logged
off

NOTE: For Classification Codes, this statistic includes transfer time and the time calls were
handled at other extensions.

Totals the total of each of the columns
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Figure 27: Extension Group Accounting by Account Code
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Extension and Extension Group Accounting by Interval
The Extension and Extension Group Accounting by Interval reports show the call activity and call cost by extension or extension group. By
selecting the applicable report interval, you choose the time parameters for which you want to create the report (by 15-, 30-, or 60-minute intervals,
by day of the week, by day of themonth, or by month) for the shift duration and days you specify. (See Figure 28.)

The Extension and Extension Group Accounting by Interval reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total calls the total number of calls handled for the interval

Total duration (hh:mm:ss) the total length of calls handled for the interval

Total costs the total cost of the calls for the interval

Incoming calls the total number of calls received for the interval

Incoming duration (hh:mm:ss) the total length of incoming calls handled for the interval

Incoming costs the total cost of incoming calls handled for the interval

Outgoing calls the total number of outgoing calls handled for the interval

Outgoing duration (hh:mm:ss) the total duration of outgoing calls for the interval

Outgoing costs the total cost of outgoing calls handled

Total the total of each of the columns
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Figure 28: Extension Group Accounting by Interval
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Extension Accounting by Interval by Call Type
The Extension Accounting by Interval by Call Type report shows the activity by interval according to call type for a specific extension. This report
can be generated by 15-, 30-, or 60-minute intervals, day of the week, day of themonth, or by month for the calendar duration and days you
specify. (See Figure 29.)

The Extension Accounting by Interval by Call Type report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled for the interval, by call type

Cost the total cost of the calls for the interval, by call type

Duration the duration of the calls for the interval, by call type

Subtotal the total of each of the columns by interval

Totals the total of each of the columns
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Figure 29: Extension Accounting by Interval by Call Type
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Extension and Extension Group Accounting by Phone Number/Location
The Extension and Extension Group Accounting by Phone Number/Location reports show you all incoming and outgoing calls for an extension or
extension group. This report can be generated for the calendar duration and days you specify. The report is sorted by phone number and location
that was dialed (outbound) or from which the call originated (inbound). (See Figure 30.)

The Extension and Extension Group Accounting by Phone Number/Location report provides the following information:

REPORT FIELD DESCRIPTION

Number dialed the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the number of times each call type occurred

Duration the total length of the call

Total costs the cost of the telephone call

Total the total of each of the columns
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Figure 30: Extension Accounting by Phone Number and Location
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Extension and Extension Group Accounting Summary
The Extension and Extension Group Accounting Summary reports show the total and average call activity and cost by extension or extension
group. This report can be generated for the calendar duration and days you specify. It reports the call statistics in hours, minutes, and seconds.
(See Figure 31.)

The Extension and Extension Group Accounting Summary report provides the following information:

REPORT FIELD DESCRIPTION

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled

Cost the total cost of calls

Duration the total length of the call

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 31: Extension Accounting Summary
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Extension and Extension Group Accounting Toll Fraud
The Extension and Extension Group Accounting Toll Fraud reports show the toll fraud activity by extension and extension group. (See Figure 32.)

The Extension and Extension Group Accounting Toll Fraud report provides the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Number dialed the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Toll fraud type
the type of toll fraud detected. 'Cost exceeds fraudmaximum' displays when the call cost
surpasses the set toll fraud cost threshold. Call to restricted number' displays when a call is
made to a digit pattern flagged as toll fraud.

Duration the length of the call

Cost the cost of the telephone call

Total the total of each of the columns
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Figure 32: Extension Accounting Toll Fraud
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Extension and Extension Group Accounting Trace
The Extension and Extension Group Accounting Trace report shows calls sent to and received by the extension. It lists the call type and cost.
(See Figure 33.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The Extension and Extension Group Accounting Trace report provides the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Phone number the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Call rate the cost of the call for the duration. The call rate is determined by the carrier plan and the digits
dialed

Duration the total length of the call

Cost the cost of the telephone call

Trunk the communication line between two switching systems

DNIS The DNIS reporting number, as programmed in YourSite Explorer, representing the number the
caller dialed

Account Code the Account Code entered for this segment of the call

Third party the extension or phone number to which the call was transferred (if applicable)
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REPORT FIELD DESCRIPTION

Third party device type the type of device to which the call was transferred (if applicable)

Caller ID the phone number the caller is calling from (if available)

Totals the total of each of the columns
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Figure 33: Extension Accounting Trace
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Extension Group Accounting by Extension
The Extension Group Accounting by Extension report shows the activity of each extension of a specific extension group for the shift duration and
days you specify. (See Figure 34.)

The Extension Group Accounting by Extension report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 34: Extension Group Accounting by Extension
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Extension Group Accounting by Extension by Call Type
The Extension Group Accounting by Extension by Call Type report shows the activity of each extension based on call types for the shift duration
and days you specify. (See Figure 35.)

The Extension Group Accounting by Extension by Call Type report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension

Full name the name of the person or group to which that extension is assigned

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled by the extension, by call type

Cost the total cost for calls handled by the extension, by call type

Total duration (hh:mm:ss) the total duration of the calls handled by the extension, by call type

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 35: Extension Group Accounting by Extension by Call Type
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TRUNKREPORTS
Business Reporter Trunk reports on individual trunks and trunk groups provide an indication of call activity and call costs by trunk.

The Business Reporter Trunk reports are listed below:

l Trunk and Trunk Group Accounting by Interval
l Trunk Accounting by Interval by Call Type
l Trunk and Trunk Group Accounting Performance by Interval
l Trunk and Trunk Group Accounting Summary
l Trunk and Trunk Group Accounting Trace
l Trunk Group Accounting Busy Minutes With Cost
l Trunk Group Accounting by Trunk
l Trunk Group Accounting by Trunk by Call Type
l Trunk Group Accounting Performance by Trunk
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Trunk and Trunk Group Accounting by Interval
The Trunk and Trunk Group Accounting by Interval reports show call activity and call cost by trunk and trunk group. By selecting the applicable
report interval, you choose the time parameters for which you want to create the report (by 15-, 30-, or 60-minute intervals, by day of the week, by
day of themonth, or by month) for the shift duration and days you specify. (See Figure 36.)

The Trunk and Trunk Group Accounting by Interval reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total calls the total number of calls handled for the interval

Total duration (hh:mm:ss) the total length of calls handled for the interval

Total costs the total cost of the calls for the interval

Incoming calls the number of incoming calls

Incoming duration (hh:mm:ss) the total length of incoming calls handled for the interval

Incoming costs the total cost of incoming calls handled for the interval

Outgoing calls the total number of outgoing calls handled for the interval

Outgoing duration (hh:mm:ss) the total duration of outgoing calls for the interval

Outgoing costs the total cost of outgoing calls handled for the interval

Total the total of each of the columns



Business Reporter Reports Guide

105

Figure 36: Trunk Accounting by Interval
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Trunk Accounting by Interval by Call Type
The Trunk Accounting by Interval by Call Type report shows each trunk by call type for the interval you specify. (See Figure 37.)

The Trunk Accounting by Interval by Call Type reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled by the extension, by call type

Total costs the total cost of the calls for the interval, by call type

Total duration (hh:mm:ss) the duration of the calls for the interval, by call type

Subtotal the total of each of the columns by interval

Totals the total of each of the columns
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Figure 37: Trunk Accounting by Interval by Call Type
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Trunk and Trunk Group Accounting Performance by Interval
The Trunk and Trunk Group Accounting Performance by Interval reports show the call activity and call cost by trunk and trunk group by 15-, 30-, or
60-minute intervals, by day of the week, by day of themonth, or by month for the shift duration and days you specify. (See Figure 38.)

The Trunk and Trunk Group Accounting Performance by Interval reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total duration (hh:mm:ss) the total length of time for all calls handled

Total costs the total cost of the calls

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Outgoing calls the total number of outgoing calls handled for the interval

Calls abandoned the total number of calls abandoned before they were answered

Average speed of answer (hh:mm:ss) the average delay before calls were answered (including time in queue and ringing time)

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)

Outbound handling time (hh:mm:ss) the total duration of outbound calls (including hold time and transfer/conference time)
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REPORT FIELD DESCRIPTION

Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Total the total of each of the columns
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Figure 38: Trunk Group Accounting Performance by Interval
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Trunk and Trunk Group Accounting Summary
The Trunk and Trunk Group Accounting Summary reports show the total call activity and call cost by trunk in a trunk group for the shift duration
and days you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across subscribers. (See Figure 39.)

The Trunk and Trunk Group Accounting Summary reports provide the following information:

REPORT FIELD DESCRIPTION

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled

Cost the total cost of the calls

Duration the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 39: Trunk Group Accounting Summary
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Trunk and Trunk Group Accounting Trace
The Trunk and Trunk Group Accounting Trace shows each trunk trace by trunk you specify. (See Figure 40.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The Trunk and Trunk Group Accounting Trace reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting the trunk or trunk group's reporting number

Full name the trunk or trunk group's name

Call start time the date and time of the initiation of the call

Total costs the cost of the telephone call

Total duration (hh:mm:ss) the total length of the call

Phone number the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Call rate the cost of the call for the duration. The call rate is determined by the carrier plan and the digits
dialed

DNIS The DNIS reporting number, as programmed in YourSite Explorer, representing the number the
caller dialed

Account Code the Account Code entered for this segment of the call

Third party the extension or phone number to which the call was transferred (if applicable)
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REPORT FIELD DESCRIPTION

Third party device type the type of device to which the call was transferred (if applicable)

Caller ID the phone number the caller is calling from (if available)

Totals the total of each of the columns
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Figure 40: Trunk Group Accounting Trace
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Trunk Group Accounting BusyMinutesWith Cost
The Trunk Group Accounting Busy Minutes With Cost report shows the trunk busy minutes with cost by trunk group. (See Figure 41.)

The Trunk Group Accounting Busy Minutes With Cost report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total members the total number of trunks in the trunk group

Members with traffic the number of trunks that had at least one call in a connected state during this activity period

Peak trunks used themaximum number of trunks that were simultaneously busy during this activity period

Number of busy minutes the number of minutes that the peak trunks used equaled the number of programmed trunks

Cost the cost incurred by the trunk group

Totals the total of each of the columns
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Figure 41: Trunk Group Accounting Busy Minutes With Cost
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Trunk Group Accounting by Trunk
The Trunk Group Accounting by Trunk report shows the activity of each trunk of the selected trunk group. (See Figure 42.)

The Trunk Group Accounting by Trunk report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the identification number of the trunk

Full name the identification name of the trunk that is reporting

Total calls the total number of calls handled

Total cost the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 42: Trunk Group Accounting by Trunk
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Trunk Group Accounting by Trunk by Call Type
The Trunk Group Accounting by Trunk by Call Type reports show each trunk by call type for the trunk group you specify. (See Figure 43.)

The Trunk Group Accounting by Trunk by Call Type report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension

Full name the identification name of the trunk that is reporting

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled by the trunk, by call type

Total costs the total cost of the calls handled by the trunk, by call type

Duration the duration of the calls for the interval, by call type

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 43: Trunk Group Accounting by Trunk by Call Type
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Trunk Group Accounting Performance by Trunk
The Trunk Group Accounting Performance by Trunk report shows the performance of each trunk for the selected trunk group. (See Figure 44.)

The Trunk Group Accounting Performance by Trunk report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the identification number of the trunk

Full name the identification name of the trunk that is reporting

Total duration (hh:mm:ss) the total length of the calls

Total costs the total cost of the calls

ACD calls handled the number of ACD calls answered

Non ACD calls handled the total number of non-ACD calls answered

Outgoing calls the number of outbound calls

Calls abandoned the total number of calls abandoned before they were answered

Average speed of answer (hh:mm:ss) the average delay before calls were answered (including time in queue and ringing time)

Average delay to abandon (hh:mm:ss) the average elapsed time before the call was abandoned

ACD handling time (hh:mm:ss) the total duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Average ACD handling time (hh:mm:ss) the average duration of ACD calls, from when the calls are answered to when they are
disconnected (including hold time and transfer/conference time)

Non ACD handling time (hh:mm:ss) the total duration of non-ACD calls (including hold time and transfer/conference time)

Average non ACD handling time (hh:mm:ss) the average duration of non-ACD calls (including hold time and transfer/conference time)
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REPORT FIELD DESCRIPTION

Outbound handling time (hh:mm:ss) the total duration of outbound calls (including hold time and transfer/conference time)

Average outbound handling time (hh:mm:ss) the average duration of outbound calls

Totals the total of each of the columns
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Figure 44: Trunk Group Accounting Performance by Trunk
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EMPLOYEEREPORTS
Business Reporter Employee reports on individual employees and employee groups provide an indication of call activity and call costs by
employee.

The Business Reporter Employee reports are listed below

l Employee and EmployeeGroup Accounting by Account Code
l Employee and EmployeeGroup Accounting by Extension
l Employee and EmployeeGroup Accounting by Interval
l Employee Accounting by Interval by Call Type
l Employee and EmployeeGroup Accounting by Phone Number/Location
l Employee and EmployeeGroup Accounting Summary
l Employee and EmployeeGroup Accounting Toll Fraud
l Employee and EmployeeGroup Accounting Trace
l Employee and EmployeeGroup Accounting-Billing Comparison
l EmployeeGroup Accounting by Employee
l EmployeeGroup Accounting by Employee by Call Type
l EmployeeGroup Accounting by Extension - Detailed
l EmployeeGroup Accounting Trace with Subtotals
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Employee and EmployeeGroup Accounting by Account Code
The Employee and EmployeeGroup Accounting by Account Code report shows Account Codes used by the employee. It lists the call type and
cost. (See Figure 45.)

The Employee and EmployeeGroup Accounting by Account Code report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the Account Code entered for this segment of the call

Full name the name of the Account Code

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss)

the total amount of time, including hold, between when an Account Code was entered and
when the contact was either completed, tagged with another Code, or when the agent logged
off

NOTE: For Classification Codes, this statistic includes transfer time and the time calls were
handled at other extensions.

Totals the total of each of the columns
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Figure 45: Employee Accounting by Account Code
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Employee and EmployeeGroup Accounting by Extension
The Employee and EmployeeGroup Accounting by Extension reports compare the call costing data distributed across the extensions of a single
employee or employee group for the shift duration and days you specify. It reports the call statistics in hours, minutes, and seconds, and provides
call counts. (See Figure 46.)

These reports contain data for all extensions credited to an employee. If an employee used an extension aside from one they are currently
associated with, that extension will appear in the report. If an employee used an extension that is not programmed in YourSite Explorer, then the
extensions will appear as in the report with a blank entry in the Reporting and Full name fields.

The Employee and EmployeeGroup Accounting by Extension reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 46: Employee Accounting by Extension
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Employee and EmployeeGroup Accounting by Interval
The Employee and EmployeeGroup Accounting by Interval reports show the call activity and call cost by employee and employee group. By
selecting the applicable report interval, you choose the time parameters for which you want to create the report (by 15-, 30-, or 60-minute intervals,
by day of the week, by day of themonth, or by month) for the shift duration and days you specify. (See Figure 47.)

The Employee and EmployeeGroup Accounting by Interval reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total calls the total number of calls handled for the interval

Total duration (hh:mm:ss) the duration of the calls for the interval

Total costs the total cost of the calls for the interval

Incoming calls the total number of calls received for the interval

Incoming duration (hh:mm:ss) the total length of incoming calls handled for the interval

Incoming costs the total length of incoming calls handled for the interval

Outgoing calls the total number of outgoing calls handled for the interval

Outgoing duration (hh:mm:ss) the total duration of outgoing calls for the interval

Outgoing costs the total cost of outgoing calls handled for the interval

Totals the total of each of the columns
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Figure 47: Employee Accounting by Interval
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Employee Accounting by Interval by Call Type
The Employee Accounting by Interval by Call Type report shows each employee by call type for the interval you specify. (See Figure 48.)

The Employee Accounting by Interval by Call type report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled

Total costs the total cost of calls

Total duration (hh:mm:ss) the total length of the call

Totals the total of each of the columns
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Figure 48: Employee Accounting by Interval by Call Type
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Employee and EmployeeGroup Accounting by Phone Number/Location
The Employee and EmployeeGroup Accounting by Phone Number/Location report shows calls sent to and received by the extension or group. It
lists the call type and cost. (See Figure 49.)

The Employee and EmployeeGroup Accounting by Phone Number/Location reports provide the following information:

REPORT FIELD DESCRIPTION

Number dialed the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you associated to the phone
number

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total duration for the call count

Duration the length of the call

Total costs the cost of the telephone call

Total the total of each of the columns
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Figure 49: Employee Group Accounting by Phone Number/Location
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Employee and EmployeeGroup Accounting Summary
The Employee and EmployeeGroup Accounting Summary reports show the total call activity and call cost by employees in an employee group for
the shift duration and days you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across employees.
(See Figure 50.)

The Employee and EmployeeGroup Accounting Summary reports provide the following information:

REPORT FIELD DESCRIPTION

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled

Cost the total cost of the calls

Duration the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 50: Employee Accounting Summary
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Employee and EmployeeGroup Accounting Toll Fraud
The Employee and EmployeeGroup Accounting Toll Fraud reports show the toll fraud activity by employee and employee group. (See Figure 51.)

The Employee and EmployeeGroup Accounting Toll Fraud reports provide the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Number dialed the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Toll fraud type
the type of toll fraud detected. 'Cost exceeds fraudmaximum' displays when the call cost
surpasses the set toll fraud cost threshold. Call to restricted number' displays when a call is
made to a digit pattern flagged as toll fraud.

Duration the total length of the call

Cost the total cost of calls

Total the total of each of the columns
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Figure 51: Employee Group Accounting Toll Fraud
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Employee and EmployeeGroup Accounting Trace
The Employee and EmployeeGroup Accounting Trace reports show calls sent to and received by the extension. It lists the call type and cost.
(See Figure 52.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The Employee and EmployeeGroup Accounting Trace reports provide the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Phone number the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you associated to the phone
number

Call type the call type is determined by the carrier plan and the digits dialed

Call rate the cost of the call

Duration the total length of the call

Cost the cost of the call for the duration. The call rate is determined by the carrier plan and the digits dialed

Trunk the communication line between two switching systems

DNIS The DNIS reporting number, as programmed in YourSite Explorer, representing the number the caller dialed

Account Code the Account Code entered for this segment of the call

Third party the extension or phone number to which the call was transferred (if applicable)

Third party device type the type of device to which the call was transferred (if applicable)
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REPORT FIELD DESCRIPTION

Caller ID the phone number the caller is calling from (if available)

Totals the total of each of the columns



Business Reporter Carrier reports

142

Figure 52: Employee Accounting Trace
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Employee and EmployeeGroup Accounting-Billing Comparison
The Employee and EmployeeGroup Accounting-Billing Comparison reports show carrier plan and subscriber plan costs, and the percentile
difference between them. (See Figure 53.)

The Employee and EmployeeGroup Accounting-Billing Comparison reports provide the following information:

REPORT FIELD DESCRIPTION

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the number of times each call type occurred

Duration the total length of time for all calls handled

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total carrier cost the total cost of a specific call type to the carrier

Average carrier cost the total carrier cost divided by the call count

Total subscriber cost the cost of a specific call type to the subscriber

Average subscriber cost the total subscriber cost divided by the call count

Margin% the percent of the cost covered by the subscriber

Total the total of each of the columns
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Figure 53: Employee Accounting Billing Comparison
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EmployeeGroup Accounting by Employee
The EmployeeGroup Accounting by Employee report shows the call activity and call cost by employees in an employee group for the shift
duration and days you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across employees. (See
Figure 54.)

The EmployeeGroup Accounting by Employee report provides the following information for individual employees in the group:

REPORT FIELD DESCRIPTION

Reporting the employee's reporting number

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 54: Employee Group Accounting by Employee
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EmployeeGroup Accounting by Employee by Call Type
The EmployeeGroup Accounting by Employee by Call Type report shows the call activity by call type and call cost by employees in an employee
group for the shift duration and days you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across
employees. (See Figure 55.)

The EmployeeGroup Accounting by Employee by Call Type report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension

Full name the name of the person or group to which that extension is assigned

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled

Cost the total cost of calls

Total duration (hh:mm:ss) the total length of the call

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the subtotal of each of the columns
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Figure 55: Employee Group Accounting by Employee by Call Type
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EmployeeGroup Accounting by Extension - Detailed
The EmployeeGroup Accounting by Extension - Detailed report compares the call costing data distributed across the extensions of an employee
group. It reports the call statistics in hours, minutes, and seconds, and provides call counts. (See Figure 56.)

This report contain data for all extensions credited to an employee. If an employee used an extension aside from one they are currently associated
with, that extension will appear in the report. If an employee used an extension that is not programmed in YourSite Explorer, then the extensions
will appear as in the report with a blank entry in the Reporting and Full name field.

The EmployeeGroup Accounting by Extension - Detailed report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension

Full name the name of the person or group to which that extension is assigned

Total calls excluding internal the total number of calls handled, excluding internal calls

Total duration excluding internal (hh:mm:ss) the total length of time for calls handled, excluding internal calls

Average total duration excluding internal
(hh:mm:ss) the total duration of calls divided by the number of calls, excluding internal calls

Total cost excluding internal the total cost of calls, excluding internal calls

Incoming calls the number of incoming calls

Incoming duration (hh:mm:ss) the length of incoming calls

Average incoming duration (hh:mm:ss) the total duration of incoming calls divided by the number of incoming calls

Incoming costs the cost of incoming calls

Outgoing calls the number of outbound calls

Outgoing duration (hh:mm:ss) the length of outbound calls
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REPORT FIELD DESCRIPTION

Average outgoing duration (hh:mm:ss) the total duration of outgoing calls divided by the number of outgoing calls

Outgoing costs the total cost of outgoing calls handled

Internal call count the total number of internal calls

Internal call duration (hh:mm:ss) the total length of time of internal calls

Average internal duration (hh:mm:ss) the average duration of calls that you received that originated in the office

Internal cost the total cost of calls employees made within the company

Totals the total of each of the columns
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Figure 56: Employee Group Accounting by Extension - Detailed
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EmployeeGroup Accounting Trace with Subtotals
The EmployeeGroup Accounting Trace with Subtotals report shows calls sent to and received by the extension. The total call cost and call
duration for each employee can be viewed in the Subtotal row. (See Figure 57.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The EmployeeGroup Accounting Trace with Subtotals report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the employee’s reporting number

Employee name the name of the employee

Call start time the date and time of the initiation of the call

Total costs the total cost of the calls

Total duration
(hh:mm:ss) the total length of the calls

Phone number the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you associated to the phone
number

Call type the call type is determined by the carrier plan and the digits dialed

Call rate the cost of the call

Trunk the communication line between two switching systems

DNIS The DNIS reporting number, as programmed in YourSite Explorer, representing the number the caller dialed

Account Code the Account Code entered for this segment of the call
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REPORT FIELD DESCRIPTION

Third party the extension or phone number to which the call was transferred (if applicable)

Third party device type the type of device to which the call was transferred (if applicable)

Caller ID the phone number the caller is calling from (if available)

Subtotal the subtotal of each of the columns

Totals the total of each of the columns
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Figure 57: Employee Group Accounting Trace with Subtotals
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EMPLOYEEDIVISIONREPORTS
Business Reporter Employee Division reports provide an indication of call activity and call costs by groups of employees.

The Employee Division reports are as follows:

l All Employee Division Accounting by Employee Division
l All Employee Division Accounting Detailed
l Employee Division Accounting by EmployeeGroup
l Employee Division Accounting Summary by EmployeeGroup



Business Reporter Carrier reports

156

All Employee Division Accounting by Employee Division
The All Employee Division Accounting by Employee Division report provides call counts and call costs for each division. (See Figure 58.)

The All Employee Division Accounting by Employee Division report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the identification number of the division

Full name the name of the extension division

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 58: All Employee Division Accounting by Employee Division
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All Employee Division Accounting Detailed
The All Employee Division Accounting Detailed report provides call counts and call costs for each employee within the employee groups that
make up each division. (See Figure 59.)

The All Employee Division Accounting Detailed report provides the following information:

REPORT FIELD DESCRIPTION

Division name the reporting number of the extension.

Employee group name the name of the person or group to which that extension is assigned

Reporting the reporting number of the extension

Reporting the identification name of the employee

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 59: All Employee Division Accounting Detailed
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Employee Division Accounting by EmployeeGroup
The Employee Division Accounting by EmployeeGroup report provides call counts and call costs for each employee within the employee groups
that make up each division. (See Figure 60.)

The Employee Division Accounting by EmployeeGroup report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the employee group

Full name the name of the employee group

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 60: Employee Division Accounting by Employee Group
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Employee Division Accounting Summary by EmployeeGroup
The Employee Division Accounting Summary by EmployeeGroup report summarizes call statistics for each employee group within the selected
employee division. (See Figure 61.)

The Employee Division Accounting Summary by EmployeeGroup report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the employee group

Full name the name of the employee group

Average talk time per day (hh:mm:ss) the average time spent handling calls per day

% with average talk time > xx:xx:xx the percentage of calls lastingmore than the average talk time you configure in Filter options

Total talk time (hh:mm:ss) the total time spent handling calls per day

Average inbound calls per day the average number of inbound calls handled per day

Average outbound calls per day the average number of outbound calls handled per day

Total call count per day the total number of calls answered per day

% with outbound call count < xx the percentage of employees in the employee group with an outbound call count of less than the
number you configure in Filter options

% of outbound calls between AM/PM -
AM/PM the percentage of outbound calls occurring between the hours you configure in Filter options

Totals the total of each of the columns
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Figure 61: Employee Division Accounting Summary by Employee Group
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DNISREPORTS
Business Reporter DNIS reports record call activity and call costs based on the number callers dialed to reach the call center.

The DNIS reports are listed below:

l DNIS and DNIS Group Accounting by Interval
l DNIS and DNIS Group Accounting by Interval by Call Type
l DNIS and DNIS Group Accounting Summary
l DNIS and DNIS Group Accounting Trace
l DNIS Group Accounting by DNIS
l DNIS Group Accounting by DNIS by Call Type
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DNIS and DNISGroup Accounting by Interval
The DNIS and DNIS Group Accounting by Interval reports show call activity and call cost by DNIS and DNIS group. By selecting the applicable
report interval, you choose the time parameters for which you want to create the report (by 15-, 30-, or 60-minute intervals, by day of the week, by
day of themonth, or by month) for the shift duration and days you specify. They provide call counts, and report statistics in hours, minutes, and
seconds. (See Figure 62.)

The DNIS and DNIS Group Accounting by Interval reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total calls the total number of calls handled for the interval

Total duration (hh:mm:ss) the duration of the calls for the interval

Total cost the total cost of the calls for the interval

Incoming calls the total number of calls received for the interval

Incoming duration (hh:mm:ss) the total length of incoming calls handled for the interval

Incoming cost the total cost of incoming calls handled for the interval

Outgoing calls the total number of outgoing calls handled for the interval

Outgoing duration (hh:mm:ss) the total duration of outgoing calls for the interval

Outgoing costs the total duration of outgoing calls for the interval

Total the total of each of the columns
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Figure 62: DNIS Group Accounting by Interval
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DNIS Accounting by Interval by Call Type
The DNIS and DNIS Group Accounting by Interval by Call Type reports show each DNIS by call type for the interval you specify. (See Figure 63.)

The DNIS and DNIS Group Accounting by Interval by Call Type reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled for the interval, by call type

Cost the total cost of the calls for the interval, by call type

Duration the duration of the calls for the interval, by call type

Totals the total of each of the columns
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Figure 63: DNIS Accounting by Interval by Call Type
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DNIS and DNISGroup Accounting Trace
The DNIS and DNIS Group Accounting Trace reports show each DNIS trace by DNIS you specify. (See Figure 64.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The DNIS and DNIS Group Accounting Trace reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting (group report only) the reporting number of the extension

Full name (group report only) the identification name of the trunk that is reporting

Call start time the date and time of the initiation of the call

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of the call

Phone number the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Call rate the cost of the call

Trunk the communication line between two switching systems

Account Code the Account Code entered for this segment of the call

Third party the extension or phone number to which the call was transferred (if applicable)

Third party device type the type of device to which the call was transferred (if applicable)
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REPORT FIELD DESCRIPTION

Caller ID the phone number the caller is calling from (if available)

Extension number the extension number used

Totals the total of each of the columns
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Figure 64: DNIS Accounting Trace
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DNIS and DNISGroup Accounting Summary
The DNIS and DNIS Group Accounting Summary reports show the total call activity and call cost by DNIS or DNIS group for the shift duration
and days you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across subscribers. (See Figure 65.)

The DNIS and DNIS Group Accounting Summary reports provide the following information:

REPORT FIELD DESCRIPTION

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled

Cost the total cost of calls

Duration the total length of the call

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 65: DNIS Accounting Summary
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DNISGroup Accounting by DNIS
The DNIS Group Accounting by DNIS report shows each DNIS for the DNIS group you specify. (See Figure 66.)

The DNIS Group Accounting by DNIS report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the extension being reported upon

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 66: DNIS Group Accounting by DNIS
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DNISGroup Accounting by DNIS by Call Type
The DNIS Group Accounting by DNIS by Call Type reports show each DNIS by call type for the DNIS group you specify. (See Figure 67.)

The DNIS Group Accounting by DNIS by Call Type reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension

Full name the name of the person or group to which that extension is assigned

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled

Total costs the cost of the telephone call

Duration the total length of the call

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 67: DNIS Group Accounting by DNIS by Call Type
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PHONENUMBERREPORTS
Business Reporter Phone Number reports provide an indication of call activity and call costs by phone number.

The Phone Number reports are listed below:

l Phone Number and Phone Number Group Accounting Trace
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Phone Number and Phone Number Group Accounting Trace
The Phone Number Accounting Trace report shows the call activity and call performance by phone number for the days you specify. It provides
call counts, report statistics in hours, minutes and seconds, and call costs. (See Figure 68.)

The Phone Number Group Accounting Trace report shows the call activity and call performance by phone number in a phone number group for the
days you specify. It provides call counts, report statistics in hours, minutes and seconds, and call costs.

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The Phone Number Accounting Trace report provides the following information:

REPORT FIELD DESCRIPTION

Phone number the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call start time the date and time of the initiation of the call

Calling the station number, attendant, or for outgoing calls, the outgoing trunk number that received the
call

Called the station, an attendant, or an incoming trunk that originated the call

Call type
the call type is determined by the carrier plan and the digits dialed

the call type is determined by the carrier plan

Total duration (hh:mm:ss) the length of the call

Cost the cost of the telephone call

Totals the total of each of the columns
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Figure 68: Phone Number Accounting Trace
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SUBSCRIBERREPORTS
Business Reporter Subscriber reports provide an indication of call activity and call costs by subscriber or subscriber group.

The Subscriber reports are listed below:

l Subscriber and Subscriber Group Accounting by Account Code
l Subscriber and Subscriber Group Accounting by Extension
l Subscriber and Subscriber Group Accounting by Interval
l Subscriber and Subscriber Group Accounting by Phone Number/Location
l Subscriber and Subscriber Group Accounting Summary
l Subscriber and Subscriber Group Accounting Trace
l Subscriber and Subscriber Group Accounting-Billing Comparison
l Subscriber Group Accounting by Subscriber
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Subscriber and Subscriber Group Accounting by Account Code
The Subscriber and Subscriber Group Accounting by Account Code reports show Account Codes used by the subscriber or subscriber group. It
lists the call type and cost. (See Figure 69.)

The Subscriber and Subscriber Group Accounting by Account Code reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting the Account Code entered for this segment of the call

Full name the name of the Account Code

Total calls the total number of calls made by the employee/employee group

Total costs the cost of the telephone call

Total duration (hh:mm:ss)

the total amount of time, including hold, between when an Account Code was entered and
when the contact was either completed, tagged with another Code, or when the agent logged
off

NOTE: For Classification Codes, this statistic includes transfer time and the time calls were
handled at other extensions.

Totals the total of each of the columns
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Figure 69: Subscriber Accounting by Account Code
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Subscriber and Subscriber Group Accounting by Extension
The Subscriber and Subscriber Group Accounting by Extension reports compare the call costing data distributed across the extensions of a single
subscriber or a subscriber group for the shift duration and days you specify. It reports the call statistics in hours, minutes, and seconds, and
provides call counts. (See Figure 70.)

The Subscriber and Subscriber Group Accounting by Extension reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting the extension being reported upon

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 70: Subscriber Accounting by Extension
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Subscriber and Subscriber Group Accounting by Interval
The Subscriber and Subscriber Group Accounting by Interval reports show the call activity and call cost by subscriber and subscriber group by
15-, 30-, or 60-minute intervals, by day of the week, by day of themonth, or by month for the shift duration and days you specify. (See Figure 71.)

The Subscriber and Subscriber Group Accounting by Interval reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total calls the total number of calls handled for the interval

Total duration (hh:mm:ss) the duration of the calls for the interval

Total costs the total cost of the calls for the interval

Incoming calls the total number of calls received for the interval

Incoming duration (hh:mm:ss) the total length of incoming calls handled for the interval

Incoming costs the total cost of incoming calls handled for the interval

Outgoing calls the total number of outgoing calls handled for the interval

Outgoing duration (hh:mm:ss) the total duration of outgoing calls for the interval

Outgoing costs the total cost of outgoing calls handled for the interval

Total the total of each of the columns
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Figure 71: Subscriber Accounting by Interval
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Subscriber and Subscriber Group Accounting by Phone Number/Location
The Subscriber and Subscriber Group Accounting by Phone number/Location report shows calls sent to and received by the subscriber or
subscriber group. It lists the call type and cost. (See Figure 72.)

The Subscriber and Subscriber Group Accounting by Phone Number/Location report provides the following information:

REPORT FIELD DESCRIPTION

Number dialed the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you associated to the phone
number

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the number of times each call type occurred

Duration the length of the call

Total costs the cost of the telephone call

Total the total of each of the columns
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Figure 72: Subscriber Accounting by Phone Number/Location
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Subscriber and Subscriber Group Accounting Summary
The Subscriber and Subscriber Group Accounting Summary reports show the total call activity and call cost by subscribers in a subscriber group
for the shift duration and days you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across
subscribers. (See Figure 73.)

The Subscriber and Subscriber Group Accounting Summary reports provide the following information:

REPORT FIELD DESCRIPTION

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled

Cost the total cost of the calls

Duration the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 73: Subscriber Accounting Summary
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Subscriber and Subscriber Group Accounting Trace
The Subscriber and Subscriber Group Accounting Trace shows each Subscriber Trace by Subscriber you specify. (See Figure 74.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The Subscriber and Subscriber Group Accounting Trace reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting (group report only) the extension being reported upon

Full name (group report only) the name of the person or group to which that extension is assigned

Call start time the date and time of the initiation of the call

Extension the extension that the call was made from (not available in the Subscriber Group Accounting
Trace report)

Phone number the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Call rate the cost of the call for the duration. The call rate is determined by the carrier plan and the digits
dialed

Total duration (hh:mm:ss) the total length of time for all calls handled

Total costs the total cost of the calls

Trunk the communication line between two switching systems
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REPORT FIELD DESCRIPTION

DNIS The DNIS reporting number, as programmed in YourSite Explorer, representing the number the
caller dialed

Account Code the Account Code entered for this segment of the call

Third party the extension or phone number to which the call was transferred (if applicable)

Third party device type the type of device to which the call was transferred (if applicable)

Totals the total of each of the columns
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Figure 74: Subscriber Accounting Trace
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Subscriber and Subscriber Group Accounting-Billing Comparison
The Subscriber and Subscriber Group Accounting-Billing Comparison reports show carrier plan and subscriber plan costs, and the percentile
difference between them. (See Figure 75.)

The Subscriber and Subscriber Group Accounting-Billing Comparison reports provide the following information:

REPORT FIELD DESCRIPTION

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the number of times each call type occurred

Duration the total length of time for all calls handled

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total carrier cost the total cost of a specific call type to the carrier

Average carrier cost the total carrier cost divided by the call count

Total subscriber cost the cost of a specific call type to the subscriber

Average subscriber cost the total subscriber cost divided by the call count

Margin% the percent of the cost covered by the subscriber

Total the total of each of the columns
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Figure 75: Subscriber Account-Billing Comparison
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Subscriber Group Accounting by Subscriber
The Subscriber Group Accounting by Subscriber report shows the total call activity and call cost by subscriber group. (See Figure 76.)

The Subscriber Group Accounting by Subscriber report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the queue group's reporting number

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 76: Subscriber Group Accounting by Subscriber
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ENTERPRISEREPORTS
Business Reporter Enterprise reports provide an indication of call activity and call costs across your enterprise.

The Enterprise reports are listed below

l Site Accounting by Media Server
l Site Accounting Toll Fraud
l Site Accounting Trace
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Site Accounting byMedia Server
The Site Accounting by Media Server report shows call activity and call costs for eachmedia server in your enterprise. (See Figure 77.)

The Site Accounting by Media Server report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the name of themedia server collecting data

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 77: Site Accounting by Media Server
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Site Accounting Toll Fraud
The Site Accounting Toll Fraud report shows toll fraud activity by site. (See Figure 78.)

The Site Accounting Toll Fraud report provides the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Extension the extension number used

Full Name the name of the person or group to which that extension is assigned

Number dialed the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Toll fraud type
the type of toll fraud detected. 'Cost exceeds fraudmaximum' displays when the call cost
surpasses the set toll fraud cost threshold. Call to restricted number' displays when a call is
made to a digit pattern flagged as toll fraud.

Duration the length of the call

Cost the cost of the telephone call

Total the total of each of the columns
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Figure 78: Site Accounting Toll Fraud



Business Reporter Carrier reports

204

Site Accounting Trace
The Site Accounting Trace report shows call activity and call costs for each site in your enterprise. A site trace report can tell you which were the
longest or most expensive calls performed. (See Figure 79.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The Site Accounting Trace report provides the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Number dialed the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Call rate the cost of the call for the duration. The call rate is determined by the carrier plan and the digits
dialed

Duration the total length of the call

Cost the cost of the telephone call

Trunk the communication line between two switching systems

DNIS The DNIS reporting number, as programmed in YourSite Explorer, representing the number the
caller dialed

Account Code the Account Code entered for this segment of the call

Third party the extension or phone number to which the call was transferred (if applicable)
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REPORT FIELD DESCRIPTION

Third party device type the type of device to which the call was transferred (if applicable)

Caller ID the phone number the caller is calling from (if available)

Total the total of each of the columns
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Figure 79: Site Accounting Trace
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EXTENSIONDIVISIONREPORTS
Business Reporter Extension Division reports provide statistics on extension divisions, which are groups of extension groups. They provide
statistics on call activity and call costs by extension division.

The Extension Division reports are listed below:

l All Extension Division Accounting by Extension Division
l All Extension Division Accounting Detailed
l Extension Division Accounting by Extension Group
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All Extension Division Accounting by Extension Division
The All Extension Division Accounting by Extension Division report shows the call activity, call cost, and call duration by extension division. (See
Figure 80.)

The All Extension Division Accounting by Extension Division report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension division

Full name the name of the extension division

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 80: All Extension Division Accounting by Extension Division
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All Extension Division Accounting Detailed
The All Extension Division Accounting Detailed report shows the call activity, call cost, and call duration by extension in each division extension
and extension division. (See Figure 81.)

The All Extension Division Accounting Detailed report provide the following information:

REPORT FIELD DESCRIPTION

Division name the name of the extension division

Extension Group name the name of the extension group

Reporting the reporting number of the extension

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 81: All Extension Division Accounting Detailed
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Extension Division Accounting by Extension Group
The Extension Division Accounting by Extension Group report shows the call activity, call cost, and call duration by extension group for a
selected extension division. (See Figure 82.)

The Extension Division Accounting by Extension Group report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the extension group

Full name the name of the extension group

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total duration for the call count

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 82: Extension Division Accounting by Extension Group
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BUSINESS REPORTERSUBSCRIBER SERVICES REPORTS
Business Reporter Subscriber Services enables you to create reports that list the cost of the calls made by your subscriber, based on subscriber
plans.

You can produce Business Reporter Subscriber Services reports only after you configure subscriber plans in Business Reporter. Subscriber
Services reports provide call statistics that help you track subscriber call activity and cost. Report on all types of calls, incoming and outgoing,
local and long distance. Print or email your reports from local or remote locations. Schedule weekly reports and you’ll have up-to-date subscriber
call statistics always at hand.

When you run a report that has a call type and/or a call rate column, the type and rate are driven by the product. In other words, if you generate an
Employee Accounting Interval by Call Type report, the call types and call rates are carrier plan call types and call rates. If you run an Employee
Billing Interval by Call Type report, the call types and call rates are the subscriber plan call types and call rates.

Business Reporter includes the following Subscriber Services reports:

l Subscriber employee reports
l Subscriber employee division reports
l Subscriber reports
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EMPLOYEEREPORTS
Business Reporter Subscriber Services Employee reports report on individual employees and employee groups. They provide an indication of call
activity and call costs based on the subscriber plans.

The Subscriber Services Employee reports are listed below:

l Employee and EmployeeGroup Billing by Account Code
l Employee and EmployeeGroup Billing by Extension
l Employee and EmployeeGroup Billing by Interval
l Employee Billing by Interval by Call Type
l Employee Billing Service Charges
l Employee and EmployeeGroup Billing Summary
l Employee and EmployeeGroup Billing Trace
l Employee Billing Usage and Service Charges
l EmployeeGroup Billing by Employee
l EmployeeGroup Billing by Employee by Call Type



Business Reporter Subscriber Services reports

216

Employee and EmployeeGroup Billing by Account Code
The Employee and EmployeeGroup Billing by Account Code reports show billing information by account codes. They list call activity by account
code and associated account code name, including total calls, total duration and cost of the calls. To compare carrier to subscriber costs,
compare the Employee and EmployeeGroup Accounting by Account Code reports to these reports. (In previous versions, this report was the
Subscriber Employee and EmployeeGroup Accounting by Account Code Reports.) (See Figure 83.)

The Employee and EmployeeGroup Billing by Account Code reports provides the following information:

REPORT FIELD DESCRIPTION

Reporting the Account Code entered for this segment of the call

Full name the name associated with this account

Total calls the total number of calls handled

Total costs the cost of the telephone call

Total duration (hh:mm:ss)

the total amount of time, including hold, between when an Account Code was entered and
when the contact was either completed, tagged with another Code, or when the agent logged
off

NOTE: For Classification Codes, this statistic includes transfer time and the time calls were
handled at other extensions.

Totals the total of each of the columns
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Figure 83: Employee Billing by Account Code
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Employee and EmployeeGroup Billing by Extension
The Employee and EmployeeGroup Billing by Extension reports compare the subscriber’s call costing data distributed across the extensions of a
single employee or members of an employee group for the shift duration and day(s) you specify. They report the call statistics in hours, minutes,
and seconds, and provides call counts. To compare carrier to subscriber costs, compare the Employee and Employee Accounting by Extension
reports to these reports. (In previous versions, this report was the Subscriber Employee and EmployeeGroup Accounting by Extension Reports.)
(See Figure 84.)

These reports contain data for all extensions credited to an employee. If an employee used an extension aside from one they are currently
associated with, that extension will appear in the report. If an employee used an extension that is not programmed in YourSite Explorer, then the
extensions will appear as in the report with a blank entry in the Reporting and Full name fields.

The Employee and EmployeeGroup Billing by Extension reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting the extension being reported upon

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 84: Employee Billing by Extension
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Employee and EmployeeGroup Billing by Interval
The Employee and EmployeeGroup Billing by Interval reports show the subscriber’s call activity and call cost by employee or employee group for
the shift duration, day(s), and interval you specify. To compare carrier to subscriber costs, compare the Employee and EmployeeGroup
Accounting by Period reports to these reports. (In previous versions, this report was the Subscriber Employee and EmployeeGroup Accounting
by Day of Month, Day of theWeek, by Month, and by Period Reports.) (See Figure 85.)

The Employee and EmployeeGroup Billing by Interval reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period (group report only) the interval of the report

Total calls the total number of calls handled

Total duration (hh:mm:ss) the total length of the call

Total costs the total cost of the calls

Incoming calls the number of incoming calls

Incoming duration (hh:mm:ss) the length of incoming calls

Incoming costs the cost of incoming calls

Outgoing calls the number of outbound calls

Outgoing duration (hh:mm:ss) the length of outbound calls

Outgoing costs the total cost of outgoing calls handled for the interval

Total the total of each of the columns
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Figure 85: Employee Billing by Interval
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Employee Billing by Interval by Call Type
The Employee Billing by Interval by Call Type report shows the subscriber’s call activity and call cost by employee for the shift duration and day(s)
you specify, and by call type. To compare carrier to subscriber costs, compare the Employee and EmployeeGroup Accounting by Interval reports
to these reports. (In previous versions, this report was the Subscriber Employee and EmployeeGroup Accounting by Day of Month, Day of the
Week, by Month, and by Period Reports.) (See Figure 86.)

The Employee Billing by Interval by Call Type report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Call type
the call type is determined by the carrier plan and the digits dialed

the call type is determined by the subscriber plan

Total calls the total number of calls handled

Cost the cost of the telephone call

Duration the total length of the call

Totals the total of each of the columns
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Figure 86: Employee Billing by Interval by Call Type
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Employee Billing Service Charges
The Employee Billing Service Charge report provides a list of all service charges incurred by the employee, their related cost, and the overall cost
of all billing options for that employee. (See Figure 87.)

The Employee Billing Service Charges report provides the following information:

REPORT FIELD DESCRIPTION

Service Charge option the billing option assigned to this subscriber plan

Recurrence type themethod used to determine how the billing option is calculated with respect to the date range
(single, daily, weekly, monthly, or yearly)

Cost the total cost of the service charge

Subtotal Billing option the billing options that are of type simple percentagemarkup

Subtotal Billing percent the percentage associated to the simple percentagemarkup billing option

Charge type the type of service charges associated to the subscriber plan

Total costs the total cost of all service charge options

Grand total the total of all service charges
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Figure 87: Employee Billing Service Charge
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Employee and EmployeeGroup Billing Summary
The Employee and EmployeeGroup Billing Summary reports provide a list of all of the employee calls, when the calls weremade, and the
associated cost, if any, of each call. (See Figure 88.)

The Employee and EmployeeGroup Billing Summary reports provide the following information:

REPORT FIELD DESCRIPTION

Call type the call type is determined by the carrier plan and the digits dialed

Total calls the total number of calls handled

Cost the total cost of the calls

Duration the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 88: Employee Group Billing Summary
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Employee and EmployeeGroup Billing Trace
The Employee and EmployeeGroup Billing Trace reports show the employee’s calls sent to and received by the extension. They list the call type
and cost. To compare carrier to subscriber costs, compare the Employee and EmployeeGroup Accounting Trace reports to these reports. (See
Figure 89.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The Employee and EmployeeGroup Billing Trace reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting the extension being reported upon

Full name the name of the person or group to which that extension is assigned

Call start time the date and time of the initiation of the call

Total costs the cost of the telephone call

Total duration (hh:mm:ss) the total length of the call

Phone number the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type the call type is determined by the carrier plan and the digits dialed

Call rate the cost of the call for the duration. The call rate is determined by the carrier plan and the digits
dialed

Trunk the communication line between two switching systems
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REPORT FIELD DESCRIPTION

DNIS The DNIS reporting number, as programmed in YourSite Explorer, representing the number the
caller dialed

Account Code the Account Code entered for this segment of the call

Third party the extension or phone number to which the call was transferred (if applicable)

Third party device type the type of device to which the call was transferred (if applicable)

Caller ID the phone number the caller is calling from (if available)

Totals the total of each of the columns
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Figure 89: Employee Group Billing Trace
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Employee Billing Usage and Service Charges
The Employee Billing Usage and Service Charge report provides a list of all call activity by employee, including when the calls weremade, and the
associated cost of each call. It also includes a list of all service charges incurred by the employee, their related cost, and the overall cost of all
billing options for that employee. (See Figure 90.)

The Employee Billing Usage and Service Charge report provides the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Number dialed the inbound/outbound digits dialed

Location the location of the call

Call type
the call type is determined by the carrier plan and the digits dialed

the call type is determined by the subscriber plan

Duration the total length of the call

Cost the cost of the telephone call

Usage Billing option the Billing options assigned to the subscriber plan, when not applied to a subtotal

Usage Billing percent the Simple percent markup assigned to the subscriber plan, when not applied to a subtotal

Cost the sum of the usage charges multiplied by the Usage Billing percent

Service Charge option the Surcharge amounts assigned to the subscriber plan

Cost the service charges, based on the Surcharge amount assigned to the subscriber plan

Subtotal Billing option the Billing options assigned to the subscriber plan, when applied to a subtotal

Subtotal Billing percent the Simple percent markup assigned to the subscriber plan, when applied to a subtotal
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REPORT FIELD DESCRIPTION

Cost the sum of Usage, Usage Billing option, and Service Charge option costs, multiplied by the
Subtotal Billing percent

Charge type the type of charge incurred

Usage charges the sum of the costs of the calls

Usage Billing option the sum of the Usage Billing options

Service Charge option the sum of the Service Charge options

Subtotal Billing option the sum of the Usage Charges, Usage Billing options, and Service Charge options, multiplied
by the Simple percent markup

Total costs the sums of the charge types

Grand total the total of all usage and service charges
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Figure 90: Employee Billing Usage and Service Charges
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EmployeeGroup Billing by Employee
The EmployeeGroup Billing by Employee report shows the subscriber’s call activity and call cost by employees in an employee group for the shift
duration and day(s) you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across employees. To
compare carrier to subscriber costs, compare the EmployeeGroup Accounting by Employee to this report. (See Figure 91.)

The EmployeeGroup Billing by Employee report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the extension being reported upon

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 91: Employee Group Billing by Employee
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EmployeeGroup Billing by Employee by Call Type
The EmployeeGroup Billing by Employee by Call Type report shows the subscriber’s call activity and call cost by employees in an employee
group for the shift duration and day(s) you specify, sorted by call type. It reports the call statistics in hours, minutes, and seconds, and provides
call counts across employees. (See Figure 92.)

The EmployeeGroup Billing by Employee by Call Type report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the extension being reported upon

Full name the name of the person or group to which that extension is assigned

Call type
the call type is determined by the carrier plan and the digits dialed

the call type is determined by the subscriber plan

Total calls the total number of calls handled

Cost the cost of the telephone call

Duration the total length of the call

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 92: Employee Group Billing by Employee by Call Type
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EMPLOYEEDIVISIONREPORTS
Business Reporter Subscriber Services Employee Division reports provide an indication of call activity and call costs by employee groups, based
on the subscriber plans.

Business Reporter Subscriber Services Employee Division reports are as follows:

l All Employee Division Billing Detailed
l All Employee Division Billing by Employee Division
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All Employee Division Billing by Employee Division
The All Employee Division Billing by Employee Division report provides the division’s total call counts and total call costs for the employees that
make up each division. (See Figure 93.)

The All Employee Division Billing by Employee Division report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the number of the division being reported on

Full name the name of the division being reported on

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 93: All Employee Division Billing by Employee Division
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All Employee Division Billing Detailed
The All Employee Division Billing Detailed report provides the subscriber’s call counts and call costs for each employee within the group that
make up each division. To compare carrier to subscriber costs, compare the All Employee Division Accounting Detailed report to this report. (See
Figure 94.)

The All Employee Division Billing Detailed report provides the following information:

REPORT FIELD DESCRIPTION

Division name the number assigned to the employee group

EmployeeGroup name the name of the employee group

Reporting the extension and name of the employee

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Subtotal the subtotal of each of the columns

Totals the total of each of the columns
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Figure 94: All Employee Division Billing Detailed
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Employee Division Billing by EmployeeGroup
The Employee Division Billing by EmployeeGroup report provides the call counts, durations, and costs for the employee groups comprising the
selected divisions. (See Figure 95.)

The Employee Division Billing by EmployeeGroup report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the reporting number of the employee group

Full name the name of the employee group

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 95: Employee Division Billing by Employee Group
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SUBSCRIBERREPORTS
Business Reporter Subscriber Services Subscriber reports provide an indication of call activity and call costs by groups of based on the
subscriber plans.

The Subscriber Services Subscriber reports are listed below:

l Subscriber and Subscriber Group Billing by Account Code
l Subscriber and Subscriber Group Billing by Extension
l Subscriber and Subscriber Group Billing by Interval
l Subscriber Billing by Interval by Call Type
l Subscriber Billing Service Charges
l Subscriber and Subscriber Group Billing Summary
l Subscriber and Subscriber Group Billing Trace
l Subscriber Billing Usage and Service Charges
l Subscriber Group Billing by Subscriber
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Subscriber and Subscriber Group Billing by Account Code
The Subscriber and Subscriber Group Billing by Account Code reports show the subscriber’s call activity and call cost by subscriber account
code. To compare carrier to subscriber costs, compare the Employee and EmployeeGroup Accounting by Day of theWeek reports to these
reports. (See Figure 96.)

The Subscriber and Subscriber Group Billing by Account Code reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting the Account Code entered for this segment of the call

Full name the name of the Account Code

Total calls the total number of calls handled

Total costs the cost of the telephone call

Total duration (hh:mm:ss)

the total amount of time, including hold, between when an Account Code was entered and
when the contact was either completed, tagged with another Code, or when the agent logged
off

NOTE: For Classification Codes, this statistic includes transfer time and the time calls were
handled at other extensions.

Totals the total of each of the columns
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Figure 96: Subscriber Billing by Account Code
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Subscriber and Subscriber Group Billing by Extension
The Subscriber and Subscriber Group Billing by Extension reports compare the call costing data distributed across the extensions of a single
subscriber or members of a subscriber group for the shift duration and day(s) you specify. It reports the call statistics in hours, minutes, and
seconds, and provides call counts. (See Figure 97.)

The Subscriber and Subscriber Group Billing by Extension reports provide the following information:

REPORT FIELD DESCRIPTION

Reporting the extension being reported upon

Full name the name of the person or group to which that extension is assigned

Total calls the total number of calls handled

Total cost the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 97: Subscriber Billing by Extension
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Subscriber and Subscriber Group Billing by Interval
The Subscriber and Subscriber Group Billing by Interval reports show all call activity by interval, including calls, call duration, and related costs, by
subscriber. (See Figure 98.)

The Subscriber and Subscriber Group Billing by Interval reports provide the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Total calls the total number of calls handled for the interval

Total duration (hh:mm:ss) the total length of the calls handled for the interval

Total costs the total cost of the call for the interval

Incoming calls the total number of calls received for the interval

Incoming duration (hh:mm:ss) the total length of incoming calls handled for the interval

Incoming costs the total cost of incoming calls handled for the interval

Outgoing calls the total number of outgoing calls handled for the interval

Outgoing duration (hh:mm:ss) the total duration of outgoing calls for the interval

Outgoing costs the total cost of outgoing calls handled for the interval

Total the total of each of the columns
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Figure 98: Subscriber Billing by Interval
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Subscriber Billing by Interval by Call Type
The Subscriber Billing by Interval by Call Type report shows the subscriber’s call activity and call costs by subscriber for the shift duration and day
(s) you specify, by interval, by call type. To compare carrier to subscriber costs, compare the Employee and EmployeeGroup Accounting by
Interval reports to these reports. (In previous versions, this report was the Subscriber Employee and EmployeeGroup Accounting by Day of
Month, Day of theWeek, by Month, and by Period Reports.) (See Figure 99.)

The Subscriber Billing by Interval by Call Type report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Call type
the call type is determined by the carrier plan and the digits dialed

the call type is determined by the subscriber plan

Total calls the total number of calls handled for the interval

Cost the total cost of the call for the interval

Duration the total length of the call

Totals the total of each of the columns
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Figure 99: Subscriber Billing by Interval by Call Type
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Subscriber Billing Service Charges
The Subscriber Billing Service Charges report provides a list of all service charges incurred by the subscriber, their related cost, and the overall
cost of all billing options for that subscriber. (See Figure 100.)

The Subscriber Billing Service Charges report provides the following information:

REPORT FIELD DESCRIPTION

Service Charge option the billing option assigned to this subscriber plan

Recurrence type themethod used to determine how the billing option is calculated with respect to the date range
(single, daily, weekly, monthly, or yearly)

Cost the total cost of the service charge

Subtotal Billing option the billing options that are of type simple percentagemarkup

Subtotal Billing percent the percentage associated to the simple percentagemarkup billing option

Cost the sum of Service Charge option costs, multiplied by the Subtotal Billing percent

Charge type the type of service charges associated to the subscriber plan

Total costs the total cost of all the service charge options

Grand total the total of all service charges
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Figure 100: Subscriber Billing Service Charges
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Subscriber and Subscriber Group Billing Summary
The Subscriber and Subscriber Group Billing Summary reports provide a list of all of the subscriber member calls, when the calls weremade, and
the associated cost, if any, of each call. (See Figure 101.)

The Subscriber and Subscriber Group Billing Summary reports provide the following information:

REPORT FIELD DESCRIPTION

Call type
the call type is determined by the carrier plan and the digits dialed

the call type is determined by the subscriber plan

Total calls the total number of calls handled

Cost the total cost of calls

Duration the total length of the call

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Totals the total of each of the columns
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Figure 101: Subscriber Billing Summary
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Subscriber and Subscriber Group Billing Trace
The Subscriber and Subscriber Group Billing Trace reports show the subscriber’s internal, inbound, and outbound call activity by extension. It lists
the call type and cost. To compare carrier to subscriber costs, compare the Employee and EmployeeGroup Inbound/Outbound Accounting Trace
reports to these reports. (See Figure 102.)

NOTE:Calls display as two segments in Trace reports if you use route optimization. The first segment indicates the pre-optimized talk time
(indicated by an r in the SMDR record), and the second segment indicates the post-optimized talk time (indicated by an R in the SMDR record). In
Trace reports, combining the talk time for these two segments represents the length of the call.

The Subscriber and Subscriber Group Billing Trace reports provide the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Extension the extension that the call was made from (not available in the Subscriber Group Billing Trace
report)

Phone number the inbound/outbound digits dialed

Location the location from where the call originated (for example, Kanata, Canada), or the name you
associated to the phone number

Call type
the call type is determined by the carrier plan and the digits dialed

the call type is determined by the subscriber plan

Call rate the cost of the call for the duration. The call rate is determined by the carrier plan and the digits
dialed

Total duration (hh:mm:ss) the total length of the call

Total costs the cost of the telephone call

Trunk the communication line between two switching systems
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REPORT FIELD DESCRIPTION

DNIS The DNIS reporting number, as programmed in YourSite Explorer, representing the number the
caller dialed

Account Code the Account Code entered for this segment of the call

Third party the extension or phone number to which the call was transferred (if applicable)

Third party device type the type of device to which the call was transferred (if applicable)

Caller ID the phone number the caller is calling from (if available)

Totals the total of each of the columns
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Figure 102: Subscriber Billing Trace
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Subscriber Billing Usage and Service Charges
The Subscriber Billing Usage and Service Charges reports provide a list of all call activity by subscriber, including when the calls weremade, and
the associated cost of each call. It also includes a list of all service charges incurred by the subscriber, their related cost, and the overall cost of all
billing options for that employee. (See Figure 103.)

The Subscriber Billing Usage and Service Charges report provides the following information:

REPORT FIELD DESCRIPTION

Call start time the date and time of the initiation of the call

Number dialed the inbound/outbound digits dialed

Location the location of the call

Call type the call type is determined by the carrier plan and the digits dialed

Duration the total length of the call

Cost the cost of the telephone call

Usage Billing option the Billing options assigned to the subscriber plan, when not applied to a subtotal

Usage Billing percent the Simple percent markup assigned to the subscriber plan, when not applied to a subtotal

Cost the sum of the usage charges multiplied by the Usage Billing percent

Service Charge option the Surcharge amounts assigned to the subscriber plan

Cost the service charges, based on the Surcharge amount assigned to the subscriber plan

Subtotal Billing option the Billing options assigned to the subscriber plan, when applied to a subtotal

Subtotal Billing percent the Simple percent markup assigned to the subscriber plan, when applied to a subtotal

Cost the sum of Usage, Usage Billing option, and Service Charge option costs, multiplied by the
Subtotal Billing percent
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REPORT FIELD DESCRIPTION

Charge type the type of charge incurred

Usage Charges the sum of the costs of the calls

Usage Billing option the sum of the Usage Billing options

Service Charge option the sum of the Service Charge options

Subtotal Billing option the sum of the Usage Charges, Usage Billing options, and Service Charge options, multiplied
by the Simple percent markup

Total the sums of the charge types

Grand total the total of all usage and service charges
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Figure 103: Subscriber Billing Usage and Service Charges
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Subscriber Group Billing by Subscriber
The Subscriber Group Billing by Subscriber report shows the subscriber’s call activity and call cost by employees in an employee group for the
shift duration and day(s) you specify. It reports the call statistics in hours, minutes, and seconds, and provides call counts across employees. To
compare carrier to subscriber costs, compare the EmployeeGroup Accounting by Employee to this report. (See Figure 104.)

The Subscriber Group Billing by Subscriber report provides the following information:

REPORT FIELD DESCRIPTION

Reporting the subscriber number being reported upon

Full name the name of the person to whom that subscriber number is assigned

Total calls the total number of calls handled

Total costs the total cost of the calls

Total duration (hh:mm:ss) the total length of time for all calls handled

Average cost the total cost of all calls, divided by the number of calls

Average duration (hh:mm:ss) the total duration of calls, divided by the number of calls

Total the total of each of the columns
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Figure 104: Subscriber Group Billing by Subscriber
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BUSINESS REPORTER TRAFFIC ANALYSIS REPORTS
Business Reporter Traffic Analysis reports are not available in real-time. In order to have summarized data for Traffic Analysis reports youmust
wait until the nightly maintenance routine runs the summary (at midnight each night). Alternatively, you can click Summarize Data on the
Management Console to summarize immediately. The data for these reports is derived from the traffic stream.

Traffic Analysis reports provide call statistics on DTMF receivers, route lists, route plans, routes, and trunks. You can create on-demand and
scheduled reports.

Business Reporter includes the following Traffic Analysis reports:

l Traffic Attendant reports
l Traffic DTMF Receiver Group reports
l Traffic Route reports
l Traffic Trunk reports
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TRAFFICATTENDANTREPORTS
The Business Reporter Traffic Attendant reports are listed below:

l Attendant Group Traffic by Period
l Attendant Console Traffic by Period
l Attendant Traffic by Period
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Attendant Group Traffic by Period
The Attendant Group Traffic by Period report shows the attendant group call activity for the shift duration and day(s) you specify. (See Figure 105.)

The Attendant Group Traffic by Period report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report in hours andminutes

Calls answered the number of calls handled by the attendant

Calls abandoned the number of calls abandoned before the attendant group could handle them

Average wait (hh:mm:ss) the average duration that an incoming call waited before it was processed by the attendant
group or was cleared by the calling party

Peak time
the hour of the day during which the attendant group was most busy. The time displayed is the
ending time of the busy hour. For example, if the attendant group was busiest between 13:15
P.M. and 14:15 P.M., 14:15 P.M. will be displayed as the busiest hour.

Peak peg the number of calls the attendant group handled during the busiest hour of the day

Total calls answered the total number of calls handled by the attendant group

Total calls abandoned the total number of calls abandoned before the attendant group could handle them

Average wait (hh:mm:ss) the average duration that an incoming call waited before it was processed by the attendant
group or was cleared by the calling party
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Figure 105: Attendant Group Traffic by Period
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Attendant Console Traffic by Period
The Attendant Console Traffic by Period report shows the attendant console call activity for the shift duration and day(s) you specify. The activity
is on a per-console basis, regardless of the number of attendants whomay havemanned it during the activity period. (See Figure 106.)

NOTE:Average service time is output from theMitel telephone system and not calculated by Traffic Analysis.

The Attendant Console Traffic by Period report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Calls answered the number of calls handled by the attendant console (internal and external calls)

Occupancy (hh:mm:ss) the duration the attendant console spent processing calls

Average service time (hh:mm:ss) the average duration the attendant console spent processing a call

Peak time
the hour of the day during which the attendant console was most busy. The time displayed is
the ending time of the busy hour. For example, if the attendant console was busiest between
13:15 P.M. and 14:15 P.M., 14:15 P.M. will be displayed as the busiest hour.

Peak peg the number of calls the attendant console handled during the busiest hour of the day

Total calls answered the total number of calls handled by the attendant console

Occupancy (hh:mm:ss) the total duration the attendant console spent processing calls

Average service time (hh:mm:ss) the average duration the attendant console spent processing a call
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Figure 106: Attendant Console Traffic by Period
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Attendant Traffic by Period
The Attendant Traffic by Period report shows the attendant call activity for the shift duration and day(s) you specify. (See Figure 107.)

The Attendant Traffic by Period report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Calls answered the number of calls handled by the attendant

Login time (hh:mm:ss) the time at which the attendant logged in

Logout time (hh:mm:ss) the time at which the attendant logged out

Duration of attendant shift (hh:mm:ss) the duration the attendant was logged in

Occupancy (hh:mm:ss) the duration the attendant spent processing calls

Peak time
the hour of the day during which the attendant was most busy. The time displayed is the ending
time of the busy hour. For example, if the attendant was busiest between 13:15 P.M. and 14:15
P.M., 14:15 P.M. will be displayed as the busiest hour.

Peak peg the number of calls the attendant handled during the busiest hour of the day

Total calls answered the total number of calls handled by the attendant

First login time (hh:mm:ss) the time at which the attendant first logged in

Last logout time (hh:mm:ss) the time at which the attendant last logged off

Duration of attendant shift (hh:mm:ss)

the total duration the attendant was logged in. Total shift time is not necessarily the difference
between the first login and the last logout. An attendant who logs in at 8:00 A.M. and logs out at
noon, then logs in at 1:00 P.M. and logs out at 3:00 P.M. would have a total shift time of 6
hours.

Occupancy (hh:mm:ss) the total duration the attendant spent processing calls
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Figure 107: Attendant Traffic by Period
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TRAFFICDTMFRECEIVERGROUPREPORTS
The Business Reporter Traffic DTMF Receiver Group reports are listed below:

l DTMF Receiver Group Traffic by Period
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DTMFReceiver Group Traffic by Period
The DTMF Receiver Group Traffic by Period report provides information on the accessibility of DTMF receivers for the shift duration and day(s)
you specify. (See Figure 108.)

The DTMF Receiver Group Traffic by Period report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Peg the number of times that the DTMF receivers were accessed for the activity period

Usage (hh:mm:ss) the duration of calls that used a receiver for the activity period

Busy peg the number of busy signals callers received because they could not get a DTMF receiver

Maximum in use the greatest number of DTMF receivers busy (at any one time)

Maximum in use/available the greatest number of DTMF receivers busy (at any one time) out of the total number of DTMF
receivers available for the activity period

Totals the total of each of the columns
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Figure 108: DTMF Receiver Group Traffic by Period
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TRAFFICROUTEREPORTS
The Business Reporter Traffic Route reports are listed below:

l Route Plan Traffic by Period
l Route List Traffic by Period
l Route Traffic by Period
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Route Plan Traffic by Period
The Route Plan Traffic by Period report shows the route plan activity for the shift duration and day(s) you specify. A route plan determines where
call traffic is directed, based on the time of day and day of week. (See Figure 109.)

The Route Plan Traffic by Period report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Outbound peg the number of times an outbound call used the route plan for the activity period

Outbound usage (hh:mm:ss) the duration of outgoing calls on the route plan for the activity period

Busy peg the number of busy signals callers receive when trying to access the route plan

Peak outbound time lists the busiest traffic day and hour, and the busiest traffic peg

Peak outbound peg
the date and hour during which the route plan was most in use. The time displayed is the ending
time of the busy hour. For example, if the route plan was busiest between 13:15 P.M. and
14:15 P.M., 14:15 P.M. will be displayed as the busiest hour.

Total outbound peg the total number of times an outbound call used the route plan for the activity period

Total outbound usage (hh:mm:ss) the total duration of outgoing calls on the route plan for the activity period

Total busy peg the total number of busy signals callers receive when trying to access the route plan
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Figure 109: Route Plan Traffic by Period
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Route List Traffic by Period
The Route List Traffic by Period report shows the route list activity for the shift duration and day(s) you specify. A route list determines where call
traffic is directed, based on a prioritized list of routes. (See Figure 110.)

The Route List Traffic by Period report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Outbound peg the number of times an outbound call used the route list for the activity period

Outbound usage (hh:mm:ss) the duration of outgoing calls on the route list for the activity period

Busy peg the number of busy signals callers receive when trying to access the route list

Peak outbound time
the date and hour during which the route list was most in use. The time displayed is the ending
time of the busy hour. For example, if the route list was busiest between 13:15 P.M. and 14:15
P.M., 14:15 P.M. will be displayed as the busiest hour.

Peak outbound peg the number of calls the route list handled during the busiest hour of the day

Total outbound peg the total number of times an outbound call used the route list for the activity period

Total outbound usage (hh:mm:ss) the total duration of outgoing calls on the route list for the activity period

Total busy peg the total number of busy signals callers receive when trying to access the route list for the
activity period
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Figure 110: Route List Traffic by Period
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Route Traffic by Period report
The Route Traffic by Period report shows the route activity for the shift duration and day(s) you specify. (See Figure 111.)

The Route Traffic by Period report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Outbound peg the number of times an outbound call used the route for the activity period

Outbound usage (hh:mm:ss) the duration of outgoing calls on the route for the activity period

Busy peg the number of busy signals callers receive when trying to access the route

Overflow peg the count of when a route could not be accessed due to busy conditions but another route was
taken

Peak outbound time
the date and hour during which the route was most in use. The time displayed is the ending
time of the busy hour. For example, if the route was busiest between 13:15 P.M. and 14:15
P.M., 14:15 P.M. will be displayed as the busiest hour.

Total outbound peg the total number of times an outbound call used the route for the activity period

Total overflow peg the total count of when a route could not be accessed due to busy conditions but another route
was taken
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Figure 111: Route Traffic by Period
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TRAFFICTRUNKREPORTS
The Business Reporter Traffic Trunk reports are as follows:

l Trunk Busy Hour Traffic by Day of Week
l Trunk Traffic by Period
l Trunk Traffic Usage by Day of Week
l Trunk GroupOutgoing Busy Hour Traffic by Day of Week
l Trunk GroupOutgoing Traffic by Period
l Trunk GroupOutgoing Traffic Usage by Day of Week
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Trunk Busy Hour Traffic by Day of Week
The Trunk Busy Hour Traffic by Day of Week report shows the trunk’s busiest hour for each day of the week. (See Figure 112.)

The Trunk Busy Hour Traffic by Day of Week report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Busiest start hour the hour at which the trunk starts being the busiest for the day

Busiest end hour the hour at which the trunk ends being the busiest for the day

Inbound usage (hh:mm:ss) the duration of incoming calls on the trunk for the day

Outbound usage (hh:mm:ss) the duration of outgoing calls on the trunk for the day

Total usage (hh:mm:ss) the total duration of the use of the trunk for the day

Inbound peg the number of times an inbound call used the trunk that day

Outbound peg the number of times an outbound call used the trunk that day

Total peg the total number of times the trunk was accessed that day

Average duration (hh:mm:ss) the average length of the call

Totals the total of each of the columns
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Figure 112: Trunk Busy Hour Traffic by Day of Week
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Trunk Traffic by Period
The Trunk Traffic by Period report shows the trunk activity for the shift duration and day(s) you specify. (See Figure 113.)

The Trunk Traffic by Period report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Inbound peg the number of times an inbound call used the trunk for the activity period

Inbound usage (hh:mm:ss) the duration of incoming calls on the trunk for the activity period

Outbound peg the number of times an outbound call used the trunk for the activity period

Outbound usage (hh:mm:ss) the duration of outgoing calls on the trunk for the activity period

Low peg high usage Yes indicates a low number of call counts but a high value for duration (suggesting the trunk is
not releasing properly). When this column contains Yes only, the total will indicate Yes.

High peg low usage
Yes indicates a high number of call counts but a low value for duration (suggesting there could
be a problem accessing the trunk). Only one Yes is necessary in this column for the total to
indicate Yes.

Totals the total of each of the columns



Business Reporter Traffic Analysis reports

288

Figure 113: Trunk Traffic by Period
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Trunk Traffic Usage by Day of Week
The Trunk Traffic Usage by Day of Week report shows the use of the trunk across 15-, 30-, or 60-minute intervals for each day of the week. (See
Figure 114.)

The Trunk Traffic Usage by Day of Week report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Monday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk groupMonday

Tuesday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Tuesday

Wednesday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk groupWednesday

Thursday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Thursday

Friday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Friday

Saturday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Saturday

Sunday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Sunday

Totals the total of each of the columns
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Figure 114: Trunk Traffic Usage by Day of Week
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Trunk GroupOutgoing Busy Hour Traffic by Day of Week
The Trunk GroupOutgoing Busy Hour Traffic by Day of Week report shows the outgoing trunk’s busiest hour for each day of the week. (See
Figure 115.)

The Trunk GroupOutgoing Busy Hour Traffic by Day of Week report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Busiest start hour the hour at which the trunk starts being the busiest for the day

Busiest end hour the hour at which the trunk ends being the busiest for the day

Total usage (hh:mm:ss) the duration of outgoing calls on the trunk for the day

Outbound peg the number of times an outbound call used the trunk that day

Total peg the total number of times the trunk was accessed that day

Average duration (hh:mm:ss) the average duration an incoming call waited before it accessed the trunk group

Totals the total of each of the columns
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Figure 115: Trunk Group Outgoing Busy Hour Traffic by Day of Week
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Trunk GroupOutgoing Traffic by Period
The Trunk GroupOutgoing Traffic by Period report shows the outgoing trunk activity for the shift duration and day(s) you specify. (See Figure 116.)

The Trunk GroupOutgoing Traffic by Period report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Outbound peg the number of times an outbound call used the trunk group for the activity period

Outbound usage (hh:mm:ss) the duration of outgoing calls on the trunk group for the activity period

Busy peg the number of busy signals callers receive when trying to access the trunk group

Maximum in use the greatest number of trunks busy (at any one time)

Maximum in use/available the greatest number of trunks busy (at any one time) out of the total number of trunks available
for the activity period

Totals the total of each of the columns
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Figure 116: Trunk Group Outgoing Traffic by Period
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Trunk GroupOutgoing Traffic Usage by Day of Week
The Trunk GroupOutgoing Traffic Usage by Day of Week report shows the outgoing trunk usage across each day of the week. (See Figure 117.)

The Trunk GroupOutgoing Traffic Usage by Day of Week report provides the following information:

REPORT FIELD DESCRIPTION

Activity period the interval of the report

Monday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk groupMonday

Tuesday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Tuesday

Wednesday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk groupWednesday

Thursday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Thursday

Friday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Friday

Saturday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Saturday

Sunday usage (hh:mm:ss) the duration of the calls that used the trunk/trunk group Sunday

Totals the total of each of the columns
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Figure 117: Trunk Group Outgoing Traffic Usage by Day of Week
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APPENDIX A: REPORTING SERVICE
Reporting Service prints and emails reports, and displays the status of your print and email jobs.

You can configure the interval at which Reporting Service attempts to print and email reports. Reporting Servicemust be running at all times in
order to print and email reports automatically.

Reporting Service runs under the administrative account specified during installation. For our recommendations on specifying this administrative
account, see “Before running the server installation” in theMiVoice Business Reporter Installation Guide.

NOTE:

l If you do not set up at least one printer on the administrative account specified during installation, Reporting Service will not be able to print
reports. Youmust also log onto the server using the administrative account and run Excel once, to confirm Excel installation and
configuration options before printing.

l Reporting Service prints to the default printer unless the user specifies a preferred printer. If the preferred printer is not installed, reports will
be sent to the default printer.

SETTING UP REPORTING SERVICE
Before you can use Reporting Service, youmust

1. Configure SMTP connections
2. Configure user printer settings

CONFIGURING SMTPCONNECTIONS
SMTP connections are typically configured during the installation process. If the server information is not entered during installation or the
information is incorrect, the settings can be configured in YourSite Explorer. For procedures on configuring SMTP connections, see theBusiness
Reporter User Guide.
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CONFIGURING USERPRINTERSETTINGS
You can configure Reporting Service to print on either a network printer or a local printer, for each employee. All email and network printing is
handled from the Enterprise Server. Local printing is handled from the client computer. To print to a private desktop printer, youmust configure the
Employee user account (YourSite Explorer=>YourSite=>Employee, on the User account tab) and youmust run the Contact Center Client on the
client machine where the printer resides.

To configure user printer settings

1. In YourSite Explorer, click Employee.
2. Select an employee and click theUser account tab.
3. Type the file path of theNetwork printer.

Youmust configure the network printer as the default printer on the Enterprise Server. The printer path name is case sensitive.
4. If you want the employee’s reports to print from their desktop printer, select Send printed report to the employee’s desktop printer.
5. If you want to use the employee’s email address for report distribution, select Use the employee’s email address for report

distribution.
6. Click Save.

VIEWING THE STATUSOF REPORTS YOUPRINT ANDEMAIL
To view the status of reports

1. OpenContact Center Management and select Report Inbox=>Today’s reports (orYesterday’s reports).
2. Click the link of the report for which you want to view report details.

The Report properties dialog box opens.
3. AfterPrint status andEmail status you will see one of the following descriptions:

l Complete – The email has been received, or the report has been printed.
l Sent to client –The email has been sent to the recipient, or the report has been sent to the printer.
l Failed – The email has not been successfully sent to the recipient, or the report has not been successfully printed.
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TROUBLESHOOTING REPORTING SERVICE
Why is Reporting Service not emailing or printingmy reports?

l Ensure the SMTP Mail settings are correctly configured.
l Ensure the printer settings are correctly configured.
l View the installation/Log file for Reporting Service to find out why reports are not being printed/emailed the way you expect
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GLOSSARY
NOTE: Some of these concepts may not be applicable to Business Reporter.

About reports
You can create on-demand or scheduled reports. 

On-demand reports
Using theReporter application, you can generate on-demand reports immediately.

Scheduled reports
Using theScheduled reports application, you can set up timetables for generating future reports at specific times and on specific days.

Reporting Service
At an interval you can configure, Reporting Service seeks print and email jobs and attempts to process them. Clicking the report in your Report
Inbox displays the status of your printing and emailing jobs. Reporting Servicemust be running at all times in order to print and email reports
automatically.

All of your reports
All of your reports displays all of the reports generated under your user name over the last 30 days.

Today’s reports
Today’s reports displays all of the reports generated today under your user name.

Yesterday’s reports
Yesterday’s reports displays all of the reports generated yesterday under your user name.

Voice reports
Voice reports provide detailed information about call performance. Voice statistics are collected when the client calls the contact center and
communicates via telephone. Voice reports can be run on the following devices: Agent and Agent Group, Queue andQueue group, Employee and
Employee group, Team, Extension, Trunk, and DNIS, and Forecast.
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Email reports
Email reports provide detailed information about email performance. Email statistics are collected when the client contacts the agent and
communicates via email. Email reports have the following report types: Agent, Agent Group, Queue, andQueueGroup.

Chat reports
Chat reports provide detailed information about chat performance. Chat statistics are collected when the client contacts the agent and
communicates via a real-time conversation online. Chat reports have the following report types: Agent, Agent Group, Queue, andQueueGroup.

Multimedia reports
Multimedia reports provide detailed information across media types: voice, email, and chat. Multimedia reports enable you to compare
performance across media types. Multimedia reports have the following report types: Agent Group, Queue, QueueGroup, Unified QueueGroup,
and EmployeeGroup.

Workflow reports
Workflow reports summarize data on IVR Routing andMultimedia workflows. These reports are available to customers licensed for IVR Routing
andMultimedia Contact Center

Workforce Scheduling reports
Scheduling reports provide detailed information about schedules. Scheduling reports have the following report types: Agent and Agent Group.
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REPORTING TERMS AND DEFINITIONS
NOTE: This section includes terms that may not be applicable to Business Reporter.

Abandoned
An abandoned call is one where the client hangs up before the call is answered. An abandoned chat is one where the client ends the chat before an
agent opens the session. Abandoned statistics are not applicable to email.

Abandoned (long)
Abandoned (long) calls/chats are calls/chats that end with an abandon time > Short Abandon. You define the Short Abandon you want in YourSite
Explorer under YourSite =>Queues. The Short Abandon default is 6 seconds. If a caller hangs up after waiting 7 seconds, the call is considered a
long abandon. These long abandoned calls/chats are included in call/chat statistics.

Abandoned (short)
Abandoned (short) calls/chats are calls/chats that end with an abandon time <= Short Abandon. You define the Short Abandon you want in
YourSite Explorer under YourSite =>Queues. The Short Abandon default is 6 seconds. For example, if a caller hangs up after waiting just 6
seconds or less, the call is considered a Short Abandon. Short Abandon calls are not included in call statistics.

ACD
An Automatic Call Distributor (ACD) is a specialized telephone system application for distributing incoming contacts. ACDs are programmed to
process contacts in a pre-defined order, queue contacts, provide in-queuemessaging, and report on real-time and historical activities. A queue
member is on ACD when themember is involved in an ACD contact.

ACD calls offered
SeeOffered.

ACD handling time
SeeHandling time.

ACD path
An ACD path is a predefined route that a call follows before reaching an agent. ACD paths direct callers to the agents or agent groups best suited
to handle the calls. For example, a contact center can have an ACD path for sales, which routes callers to the agents taking sales orders.
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ACD true-talk time
The ACD true-talk time is the duration of an ACD call, from when an agent answers the call to when it is disconnected. The ACD true-talk time
excludes hold time.

ANI
Automatic Number Identification (ANI) is a technology that identifies telephone numbers of callers to your contact center. Connecting a database
to your telephone system allows the caller information and call to be sent simultaneously.

Average speed of answer
The average speed of answer (ASA) is an ACD statistic that measures how long the average caller waits on hold before the call is picked up by a
queuemember (including time in queue and ringing time).

Calls answered
SeeHandled.

Call load
Call load refers to the aggregate effect of the number of calls received by the ACD queue and their duration, or the calls offered x (average
handling time + average wrap-up time).

Calls waiting
Calls waiting is the number of callers in queue waiting for amember to become available, including those listening to silence, music, or a recorded
announcement.

Delayed contact
A delayed contact is a contact placed in the ACD queue because it cannot be immediately answered by a queuemember. The ACD queue allows
the client to wait for an available member rather than blocking the client from entering the system.

DNIS
Dialed Number Identification Service (DNIS) is a feature of toll-free lines that provides the number the caller dials. This assists queuemembers
who handle calls for more than one business or product line. Each business or product line has its own toll-free number. When a caller dials a toll-
free number, the telephone system forwards information to the queuemember, so themember can identify whom the caller dialed.
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DND
DoNot Disturb (DND) is a state that prevents queuemembers from receiving inbound contacts and transfers. For agents, Do Not Disturb is an
employee-level configuration. When an employee is in Do Not Disturb, they enter Do Not Disturb across all agent capabilities.

Enterprise
The enterprise consists of the single site where the Enterprise Server is installed.

Erlang
An Erlangmeasures telephone traffic, or the flow of calls and call attempts to your contact center during a given period of time. One Erlang equals
one hour or 60 x 60 = 3,600 seconds of telephone conversation. This could be one call lasting 1 hour, six calls lasting 10minutes, or any
combination of calls and call durations which equal 60minutes. The Erlang series of formulae provide amathematical basis for making predictions
about randomly arriving workloads.

Erlang C
The Erlang C equation is commonly used for queuemember and delay calculations where ACD queuing is involved. It predicts the resources
required to keep wait (delay) times within your Service Level objective. The Erlang C formula uses your historical Call Load data and the Service
Level Percentage, Service Level Time, andWrap-Up Time you specify and predicts themember requirement for the time interval and date range in
the forecast.

Extension
An extension is an endpoint for answering calls. Extensions can be either assigned to RingGroups or logged into by agents.

Handled
A handled contact is a contact opened by a queuemember. Calls that listen to in-queue RAD messages are not considered to be handled until a
queuemember connects.
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Handling time
The handling time parameter is the total duration of the contact.

For calls, the handling time is from when a queuemember answers the call to when it is disconnected (including hold time and transfer/conference
time). If themember handling the call contacts the supervisor for information (while the caller is on hold) and/or transfers or conferences the call,
these times are added to the ACD Handling Time value.

For example, a queuemember speaks to a caller for twominutes and then puts the caller on hold for threeminutes and tries to solve the problem.
This might include a call to the supervisor. Themember then initiates a conference call with the caller and a third party and they speak for three
minutes and resolve the issue. Therefore, the ACD handling time for themember is 2 + 3 + 3 = 8minutes.

For emails, the handling time is from when themember opens the email to when they send the reply, transfer the contact, or classify the contact
as Junk or requiring NoReply, from the Inbox. For chats, the handling time starts when the queuemember opens the chat and ends when either
themember or the client ends the chat.

Inbound
The term inbound refers to incoming contacts to your contact center.

Interflowed
Interflow is amechanism that redirects contacts from queues to alternate answering points (for example, to another queue or to voicemail).
Interflow statistics include contacts manually transferred from one queue to another. Contacts routed from queues to other answering points after
the Short Abandon threshold are included in Interflow statistics. Contacts routed from queues to alternate answering points before the Short
Abandon time are not included in Interflow statistics.

Logged on
An agent is logged on when the agent signs in to the ACD system. The agent might or might not be ready to receive contacts.

Logged off
An agent is logged off when the agent signs out of the ACD system.

Longest waiting
The longest waiting is the duration, in minutes and seconds, of the contact that has been waiting the longest in queue.
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Make Busy
Make Busy is an agent state in which an agent is unavailable to the ACD path. Agents in Make Busy are able to receive non-ACD calls. Make
Busy is an employee-level configuration. When an employee is in Make Busy, they enter Make Busy across all agent capabilities.

TheMake Busy statistic displays differently in Trace reports compared to Performance and Event reports. In Trace reports, theMake Busy
statistic represents the time the agent entered theMake Busy state to the time they left theMake Busy state. In Performance and Event reports,
this statistic does not include time spent in an overriding state. For example, if an agent in Make Busy receives a transferred ACD call, they can
be simultaneously in Make Busy and in an ACD state. Their Make Busy statistic in the Performance and Event report will not include the time they
were simultaneously in an ACD state.

Media server
Themedia servers are themeans by which the client communicates with you. TheMedia server field defines themedia server against which you
are running the report.

Non-ACD
A queuemember is on non-ACD when themember is involved in an incoming personal contact, a member-originated call, or a call dialed directly
to their extension.

Non-ACD true talk-time
The non-ACD true talk time is the duration of a non-ACD call, from when an agent answers the call to when it is disconnected. The true talk time
excludes hold time.

Offered
All contacts received by the ACD queue, regardless of how they are handled or routed, are referred to as offered contacts. Offered contacts
include ACD handled contacts, abandoned (long) contacts, and interflowed contacts. ACD requeued contacts, Queue unavailable contacts, and
abandoned (short) contacts are not considered. Telephone system data on the offered contacts and Average Talk Time is used by the Erlang C
equation in calculating the queuemembers required.
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Overflow
The term overflow refers to amechanism that limits the delay faced by clients by queuing ACD contacts against two or more agent groups. An
ACD contact that cannot be answered immediately is placed in an ACD path. If the contact is not answered after a set amount of time (the
overflow time), it is placed in the ACD path of another agent group, in addition to keeping its place in the first path. The first available agent in
either group handles the contact. Overflow time is set at the telephone system switch and there is no default.

Quality of service
The quality of service reflects an agent’s ability to provide excellent assistance to each client.

Queue member
A queuemember is an individual answering for the queue. For ACD paths, ‘members’ refers to agents in the queue’s answering agent groups. For
Ring Groups, ‘members’ refers to the extensions assigned to the RingGroups.

Queue unavailable
Queue unavailable is a routing option that reroutes calls to an unavailable answer point/overflow point. Queues are unavailable when the call
enters the system outside business hours, when all queuemembers have removed their presence, when all queuemembers are in DND, or when
the queue has been placed in DND (ACD path only). Calls interflowed before the Short Abandon time are included in Queue Unavailable
statistics. Queue unavailable statistics are applicable to voice only.

Schedule adherence
The term schedule adherence describes whether or not agents are performing activities they are scheduled to be doing. Workforcemanagement
tools keep supervisors informed of discrepancies between agents’ work schedules and the actual activities they perform.

Recorded announcement device
A Recorded Announcement Device (RAD) is a system that provides prerecordedmessages to callers waiting in the ACD queue.

Reporting number
The term reporting number refers to the number assigned to contact center resources, such as trunks, and to devices, such as ACD queues, for
reporting purposes.
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Requeued
When an agent receives an ACD contact and fails to pick up the call after X seconds or X rings, the telephone system places the agent in Make
Busy. The telephone system requeues the call (places the call back in the same ACD path) and offers it to the next available agent.

Ring Group
A RingGroup is a collection of extensions, or a single dialing point for a collection of extensions, in a business. Ring Groups are typically used to
reach back office extensions. For example, a business with agents taking sales orders may also have several phone extensions in the
warehouse. These warehouse phone extensions are compiled into a RingGroup, which can be reached via a single dialing point.

Service Level Percent
Your Queue Service Objectivemight require queuemembers to handle 80% (Service Level Percent) of contacts within 120 seconds (Service
Level Time). You specify the Queue Service Objective under YourSite Explorer under YourSite=>Queues.

The Service Level Percent is the total number of contacts which are handled, abandoned, and interflowed before a defined threshold time (Service
Level Time), compared to the total number of contacts handled, abandoned, and interflowed. The Service Level Percent = (contacts answered +
contacts abandoned (long) + contacts interflowed (long)) within the specified Service Level Time ÷ (contacts answered + contacts abandoned
(long) + contacts interflowed (long)).

The default Service Level Percent is 80% for all contacts.

Service Level Time
The Service Level Time is the threshold time used in calculating the Queue Service Objective.

Your Queue Service Objectivemight be for your queuemembers to handle 80% (Service Level Percent) of contacts within 120 seconds (Service
Level Time). You specify the Queue Service Objective under in YourSite Explorer under YourSite=>Queues.

The default Service Level Time for contacts is 120 seconds.

SQL
Structured Query Language (SQL) is the language used to talk to popular Relational databaseManagement Systems (RDBMSs). SQL is a
standard query language that can be used to enter, query, and change data in a database. SQL is also used to create and administer databases.
Administration of YourSite is done usingMicrosoft’s SQL Server, a databasemanagement system.
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Talk time
See ACD true-talk time

Time to answer
Time to answer is the number of seconds from the time an incoming external request enters the queue until the request is answered. This does not
include the duration the request waits in queue outside of regular business hours for the queue.

Trunk load
The trunk load includes the time from when a trunk picks up a call until the queuemember finishes speaking to the caller and disconnects. The
trunk load does not includeWrap-up time.

Unavailable
SeeQueue unavailable

Workforce management
Workforcemanagement is the forecasting and scheduling of agents. Someworkforcemanagement systems use telephone system data to
monitor the real-time adherence of agents to scheduled activities, so you to know how many agents are currently logged in and available to handle
calls.

Wrap-up time
Wrap-up time is a real-time and reporting statistic detailing the total time an agent spends in theWork Timer state.
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