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Select Time of Day 
 
You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00.  To do this, 
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to 
run the report to in the ‘To’ field.  To report for all times, leave settings at the default as shown below: 
 

 

 

Choose a site to report on 
 
If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.  
Select the blank line (or leave the box empty) to report on all of your sites. 
 

 

 

Select a User Group 
 
You can shortcut the user group summary by explicitly choosing a user group from this list.  Leave at the 
default selection (All groups) in order to produce report on all users. 
 

 
 

Choose a Trunk group to report on 
 

You have the option of limiting the report's results to a particular group of trunks, for when you want to see 
the incoming call analysis for a particular group, but don't want the results from other channels/trunks to 
distort your results.  Leave blank for all trunks to be included in the results. 
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Creating the Report 
 
When you have chosen a reporting period, and are happy with your selections, click on the Run Now 
button. 
 

 
 
 

First & Last Calls – The Results 
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Inbound Call Performance 
 
Introduction 
 
This report provides a summary of the inbound call performance for the period selected. It shows the 
volume of calls answered and abandoned and breaks them down into periods of less than 15 seconds, 15-30 
seconds and over 30 seconds. 

 
Running the Report 
 
On the Reports screen, click on the Inbound Call Performance item in the reports list, and the following 
report selection criteria window appears: 
 

 

 

Analyse which year? 
 

You need to enter the year you would like to analyse into the box below: 
 

 

 

Choose a month (optional) 
 
You can choose a month from the drop-down menu or leave it blank (default) to produce a report for all 
months. 

 

 
 

Choose a site to report on 
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If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.  
Select the blank line (or leave the box empty) to report on all of your sites. 
 

 

 

Select a User Group 
 
You can shortcut the user group summary by explicitly choosing a user group from this list.  Leave at the 
default selection (All groups) in order to produce report on all users. 
 

 

 

Choose a Trunk group to report on 
 

You have the option of limiting the report's results to a particular group of trunks, for when you want to see 
the incoming call analysis for a particular group, but don't want the results from other channels/trunks to 
distort your results.  Leave blank for all trunks to be included in the results. 
 

 
 
 

Creating the Report 
 
When you have chosen a reporting period, and are happy with your selections, click on the Run Now 
button. 
 

 
 
 

Inbound Call Performance  – The Results 
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Call Volumes  

 
Total   Shows the total number of answered calls for the month 
Answ   This shows the total number of answered calls for the month 
Aban   Shows the total number of abandoned calls for the month 

 

 

Answered Calls Response Time (secs) 
 
<15   Shows the numbers of inbound calls answered in less that 15 seconds 
15-30 Shows the numbers of inbound calls answered in between 15 and 30 seconds 
30+ Shows the numbers of inbound calls that took longer than 30 seconds to answer 
 
 

Abandoned Calls Response Time (secs) 
 
<15   Shows the numbers of abandoned calls that lasted less that 15 seconds 
15-30 Shows the numbers of inbound calls that rang for between 15 and 30 seconds 
30+ Shows the numbers of inbound calls that rang for longer than 30 seconds  
 
 
The summary line at the foot of the table shows the total volume of calls, the total number of answered 
calls and the total number of abandoned calls. It also shows the total volume of both answered and 
abandoned calls for each of the response times i.e. under 15 seconds, 15-30 seconds and above 30 seconds. 
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