























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.

[#3]
=
(1]

Wapping

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.

Accounts
All Departments
DealerSupport ~|

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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Channel Group =

MNew Lines

Creating the Report

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

button.

| RunNowl:l

First & Last Calls — The Results

First & Last Calls

Report Period

Site
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Channel Group
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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:

Spli 09 W Statistics F Live Call View Search the Directory I Search l

Inbound Call Performance Expand/Collapse Al Filters Schedule | Run Now

Choose a month (optional)

Year 2006 Manth =

Channel Group

p N
Wapping Accounts New Lines
Alarm testgsgd
All Departments L‘

Analyse which year?

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

Analyse which year?

Year [2006

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 month {optional)

Month | - ]

January
February
March

april

May

June

July

August b
September
October ¥,

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.

Wapping

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.

User Group

Accounts
All Departments
DealerSupport |

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.

Channel Group

New Lines

Creating the Report

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

| RunNowtl

Inbound Call Performance — The Results
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Inbound Call Performance 09 November 2006 23:12:44

Selected Year 2006
User Group All Groups
Channel Group 4ll Groups

2006 CALL VOLUMES ANSWERED CALLS ABANDONED CALLS

RESPONSE TIME (secs) DURATION (secs)
T 5
August 801 755 46 710 (94%) 41 (55) 4 (1%) 35 {(76%) 4 (9%) 7 (15%)
September 1110 1060 50 1019 {96%) 37 (3%) 4 - a1 (82%) 4 (8%) 5 {10%)
October 1395 1349 46 1268 {94%) 76 (6%5) 5 - 34 (745) 7 {15%) 5 {11%)
Noveuber 423 396 27 381 {96%) 11 (3%) 4 (1%) 23 {85%) 3 {11%) 1 (4%)

3729 3560 169

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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