TOS H I BA Digital Solutions Division

Strata

cix

Insight CIX

Sample Report Guide



Publication Information

Toshiba America Information Systems, Inc., Digital Solutions
Division, reserves the right, without prior notice, to revise this
information publication for any reason, including, but not limited to,
utilization of new advances in the state of technical arts or to simply
change the design of this document.

Further, Toshiba America Information Systems, Inc., Digital
Solutions Division, also reserves the right, without prior notice, to
make such changes in equipment design or components as
engineering or manufacturing methods may warrant.

CIX-SRG-INSIT-VA.1

Version A, May 2005

© Copyright 2005
Toshiba America Information Systems, Inc.
Digital Solutions Division

All rights reserved. No part of this manual, covered by the copyrights
hereon, may be reproduced in any form or by any means—graphic,
electronic, or mechanical, including recording, taping, photocopying,
or information retrieval systems—without express written permission
of the publisher of this material.

Strata is a registered trademark of Toshiba Corporation.

Stratagy are registered trademarks of Toshiba America Information
Systems, Inc.

Trademarks, registered trademarks, and service marks are the
property of their respective owners.




TOSHIBA AMERICA INFORMATION SYSTEMS, INC. (“TAIS”)
Digital Solutions Division License Agreement

IMPORTANT: THIS LICENSE AGREEMENT (‘AGREEMENT") IS A LEGAL AGREEMENT BETWEEN YOU (“YOU") AND TAIS. CAREFULLY READ THIS LICENSE AGREEMENT. USE OF ANY
SOFTWARE OR ANY RELATED INFORMATION (COLLECTIVELY, “SOFTWARE”) INSTALLED ON OR SHIPPED WITH A TAIS DIGITAL SOLUTIONS PRODUCT OR OTHERWISE MADE AVAILABLE TO
YOU BY TAIS IN WHATEVER FORM OR MEDIA, WILL CONSTITUTE YOUR ACCEPTANCE OF THESE TERMS, UNLESS SEPARATE TERMS ARE PROVIDED BY THE SOFTWARE SUPPLIER. IF
YOU DO NOT AGREE WITH THE TERMS OF THIS LICENSE AGREEMENT, DO NOT INSTALL, COPY OR USE THE SOFTWARE AND PROMPTLY RETURN IT TO THE LOCATION FROM WHICH YOU
OBTAINED IT IN ACCORDANCE WITH APPLICABLE RETURN POLICIES. EXCEPT AS OTHERWISE AUTHORIZED IN WRITING BY TAIS, THIS SOFTWARE IS LICENSED FOR DISTRIBUTION
THROUGH TAIS AUTHORIZED CHANNELS ONLY TO END-USERS PURSUANT TO THIS LICENSE AGREEMENT.

1. License Grant. The Software is not sold; it is licensed upon payment of applicable charges. TAIS grants to you a personal, non-transferable and non-exclusive right to use the copy of the Software
provided under this License Agreement. You agree you will not copy the Software except as necessary to use it on one TAIS system at a time at one location. Modifying, translating, renting, copying,

i printing, i ing or assigning all or part of the Software, or any rights granted hereunder, to any other persons and removing any proprietary notices, labels or marks from the
Software is strictly prohibited except as permitted by applicable law; you agree violation of such restrictions will cause irreparable harm to TAIS and provide grounds for injunctive relief, without notice,
against you or any other person in possession of the Software. You and any other person whose possession of the software violates this License Agreement shall promptly surrender possession of the
Software to TAIS, upon demand. Furthermore, you hereby agree not to create derivative works based on the Software. TAIS reserves the right to terminate this license and to immediately repossess the
software in the event that you or any other person violates this License Agreement. Execution of the Software for any additional capabilities require a valid run-time license.

2 Property. You ige that no title to the il property in the Software is transferred to you. You further acknowledge that title and full ownership rights to the Software will remain
the exclusive property of TAIS and/or its suppliers, and you will not acquire any rights to the Software, except the license expressly set forth above. You will not remove or change any proprietary notices
contained in or on the Software. The Software is protected under US patent, copyright, trade secret, and/or other proprietary laws, as well as international treaties. Any transfer, use, or copying of the
software in violation of the License Agreement constitutes copyright infringement. You are hereby on notice that any transfer, use, or copying of the Software in violation of this License Agreement constitutes
a willful infringement of copyright.

3. No Reverse Engineering. You agree that you will not attempt, and if you employ employees or engage contractors, you will use your best efforts to prevent your employees and contractors from
attempting to reverse compile, reverse engineer, modify, translate or disassemble the Software in whole or in part. Any failure to comply with the above or any other terms and conditions contained herein
will result in the automatic termination of this license and the reversion of the rights granted hereunder back to TAIS.

4. Limited Warranty. THE SOFTWARE IS PROVIDED “AS IS” WITHOUT WARRANTY OF ANY KIND. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, TAIS AND ITS SUPPLIERS
DISCLAIM ALL WARRANTIES WITH REGARD TO THE SOFTWARE, EITHER EXPRESS OR IMPLIED, INCLUDING, BUT NOT LIMITED TO, THE WARRANTY OF NON-INFRINGEMENT OF THIRD
PARTY RIGHTS, THE WARRANTY OF YEAR 2000 COMPLIANCE, AND THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE. THE ENTIRE RISK AS
TO THE QUALITY AND PERFORMANCE OF THE SOFTWARE IS WITH YOU. NEITHER TAIS NOR ITS SUPPLIERS WARRANT THAT THE FUNCTIONS CONTAINED IN THE SOFTWARE WILL MEET
YOUR REQUIREMENTS OR THAT THE OPERATION OF THE SOFTWARE WILL BE UNINTERRUPTED OR ERROR-FREE. HOWEVER, TAIS WARRANTS THAT ANY MEDIA ON WHICH THE
SOFTWARE IS FURNISHED IS FREE FROM DEFECTS IN MATERIAL AND WORKMANSHIP UNDER NORMAL USE FOR A PERIOD OF NINETY (90) DAYS FROM THE DATE OF DELIVERY TO
YOU.

5. Limitation Of Liability. TAIS' ENTIRE LIABILITY AND YOUR SOLE AND EXCLUSIVE REMEDY UNDER THIS LICENSE AGREEMENT SHALL BE AT TAIS' OPTION REPLACEMENT OF THE MEDIA OR
REFUND OF THE PRICE PAID. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, IN NO EVENT SHALL TAIS OR ITS SUPPLIERS BE LIABLE TO YOU FOR ANY CONSEQUENTIAL,
SPECIAL, INCIDENTAL OR INDIRECT DAMAGES FOR PERSONAL INJURY, LOSS OF BUSINESS PROFITS, BUSINESS INTERRUPTION, LOSS OF BUSINESS INFORMATION/DATA, OR ANY
OTHER PECUNIARY LOSS OF ANY KIND ARISING OUT OF THE USE OR INABILITY TO USE THE SOFTWARE, EVEN IF TAIS OR ITS SUPPLIER HAS BEEN ADVISED OF THE POSSIBILITY OF
SUCH DAMAGES. IN NO EVENT SHALL TAIS OR ITS SUPPLIERS BE LIABLE FOR ANY CLAIM BY A THIRD PARTY.

6. State/Jurisdiction Laws. SOME STATES/JURISDICTIONS DO NOT ALLOW THE EXCLUSION OF IMPLIED WARRANTIES OR LIMITATIONS ON HOW LONG AN IMPLIED WARRANTY MAY LAST, OR
THE EXCLUSION OR LIMITATION OF INCIDENTAL OR CONSEQUENTIAL DAMAGES, SO SUCH LIMITATIONS OR EXCLUSIONS MAY NOT APPLY TO YOU. THIS LIMITED WARRANTY GIVES YOU
SPECIFIC RIGHTS AND YOU MAY ALSO HAVE OTHER RIGHTS WHICH VARY FROM STATE/JURISDICTION TO STATE/JURISDICTION.

7. Export Laws. This License Agreement involves products and/or technical data that may be controlled under the United States Export Administration Regulations and may be subject to the approval of the
United States Department of Commerce prior to export. Any export, directly or indirectly, in contravention of the United States Export i i i or any other law, regulation or
order, is prohibited.

8. Governing Law. This License Agreement will be governed by the laws of the State of California, United States of America, excluding its conflict of law provisions.

9. United States Government Restricted Rights. The Software is provided with Restricted Rights. The Software and other materials provided hereunder constitute Commercial Computer Software and
Software Documentation and Technical Data related to Commercial Items. Consistent with F.A.R. 12.211 and 12.212 they are licensed to the U.S. Government under, and the U.S. Government's rights
therein are restricted pursuant to, the vendor's commercial license.

10. Severability. If any provision of this License Agreement shall be held to be invalid, illegal or unenforceable, the validity, legality and enforceability of the remaining provisions hereof shall not in any way
be affected or impaired.

11. No Waiver. No waiver of any breach of any provision of this License Agreement shall constitute a waiver of any prior, concurrent or subsequent breach of the same or any other provisions hereof, and no
waiver shall be effective unless made in writing and signed by an authorized representative of the waiving party.

12. Supplier Software. The Software may include certain software provided by TAIS suppliers. In such event, you agree that such supplier may be designated by TAIS as a third party beneficiary of TAIS with
rights to enforce the Agreement with respect to supplier’s software.

YOU ACKNOWLEDGE THAT YOU HAVE READ THIS LICENSE AGREEMENT AND THAT YOU UNDERSTAND ITS PROVISIONS. YOU AGREE TO BE BOUND BY ITS TERMS AND CONDITIONS. YOU
FURTHER AGREE THAT THIS LICENSE AGREEMENT CONTAINS THE COMPLETE AND EXCLUSIVE AGREEMENT BETWEEN YOU AND TAIS AND SUPERSEDES ANY PROPOSAL OR PRIOR
AGREEMENT, ORAL OR WRITTEN, OR ANY OTHER COMMUNICATION RELATING TO THE SUBJECT MATTER OF THIS LICENSE AGREEMENT.

Toshiba America Information Systems, Inc.

Digital Solutions Division 5932
9740 Irvine Boulevard

Irvine, California 92618-1697

United States of America

DSD 020905
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Introduction

This guide describes the reports generated by the Insight Reporter program.

Organization
Thisguideisdivided asfollows:
* Insight CI X Reporting Package provides samples of the Insight reports.
* Glossary provides definitions for common terms used in the sample report

descriptions.

Conventions

Conventions

Description

Note

Elaborates specific items or references other information. Within
some tables, general notes apply to the entire table and numbered
notes apply to specific items.

Important!

Calls attention to important instructions or information.




Introduction
Conventions

Conventions

Description

Extension Number

Press to answer a call to the Extension Number. Each station can have
multiple extension buttons. Incoming calls ring the extension button(s) from
the top down. For example, station 10's extensions ring 10-1 first, then 10-
2, 10-3, and 10-4. A station is considered busy when all extensions are
being used.

Note  The naming convention for DKT assignments within Toshiba is
Directory Numbers. For clarity and ease of understanding, the
terms Extension Number and Phantom Extension Number will be
used in this document in lieu of PDN and PhDN.

Arial bold Represents tel ephone buttons.
Courier Shows a computer keyboard entry or screen display.
“Type" Indicates entry of astring of text.
p , Indicates entry of asingle key. For example: Typeprog then press
Press
Enter.
Shows a multiple PC keyboard or phone button entry. Entries
Plus (+) without spaces between them show asimultaneous entry. Example:
Esc+Enter. Entrieswith spaces between them show a sequential
entry. Example: # + 5.
Tilde (~) Means “through.” Example: 350~640 Hz frequency range.
Denotes the step in a one-step procedure.
> Denotes a procedure.
Grey words within the printed text denote cross-references. In the
See Figure 10 electronic version of this document (Library CD-ROM), cross-

references appear in blue hypertext.

iv




Introduction
Related Documents/Media

Related Documents/Media

Some documents listed here may appear in different versions on the CD-ROM or in
print. To find the most current version, check the version/date in the Publication
Information on the back of the document’stitle page.

. StrataCIX Call Center Solutions General Description
. Insight CIX Installation Manual

. Insight CIX Supervisor Guide

. Insight CIX inView Quick Reference Guide

CD-ROMs

. Strata CIX Call Center Solutions Application Software and Documentation
Library for Strata ACD, Insight, OAISY S Net Server, and OAISY S Voice
Assistant

. OAISY Sincludes software and documentation for OAISY S Chat, Call Router, and
Net Phone

For authorized users, Internet site FY | (http://fyi.tsd.toshiba.com) contains all current
Strata CIX documentation and enables you to view, print and download current
publications.



http://fyi.tsd.toshiba.com
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Insight CIX Reporting
Package

Hereisalist of the available report items that can be included in areport template.
« Account Code Report
« Agent Based Reports
* Agent Event Report
* Agent Group Traffic Profile Report
* Agent Group Traffic Report
e Agent Traffic Profile Report
« Agent Traffic Report
« Agent Utilization Profile Report
* Agent Utilization Report
» Distribution Reports
« Call Time Distribution Report
« Wait Time Distribution Report
*  Wrapup Time Distribution Report
» Contention Reports
» Contention Profile Report
» Contention Report

Insight CIX Sample Report Guide 05/05



Insight CIX Reporting Package

+ DID-based Reports

DID Group Traffic Profile Report
DID Group Traffic Report

DID Traffic Profile Report

DID Traffic Report

» Extension-based Reports

Extension Event Report

Extension Group Traffic Profile Report
Extension Group Traffic Report
Extension Traffic Profile Report
Extension Traffic Report

Extension Utilization Profile Report
Extension Utilization Report

» Forecasting Reports

Forecasting Profile Report
Forecasting Report

» Line-based Reports

Line Group Event Report

Line Group Traffic Profile Report
Line Group Traffic Report

Line Traffic Report

»  Queue-based Reports

Queue Group Traffic Profile Report
Queue Group Traffic Report

Queue Super Group Traffic Report
Queue Traffic Profile Report
Queue Traffic Report

Insight CIX Sample Report Guide 05/05



Insight CIX Reporting Package
Account Code Report

Account Code Report

An account code traffic report provides historical call statistics data for each account
code within a selected account code group. The report displays the combined total of
ACD calsand Non ACD calls.

24 Hour : Page 1 of 40
START:Tuesday  04/06/04 16:31 Demonstration on
STOP: Tuesday  04/06/04 16:58 Insight CTX+ Samples 04/07/04
Account Code Usage for Financial Products | Part 1of 1
ACD Total ACD Answarad ACD Answarad Transfar ACD Intercom | ACD Ouigoing
Ascount | Avg Avg. [Transtaf Transta T Avg [ Avg. | Total
Calls Time Calls Timo n aut Inguiry Hald Calls i | Thnd Calls
Insuranca policias 54 0:19 54 01:19 0 ] 0 00:00 ] 00:00 0 0000
Pansions 10 0126 10 01:26 ] o 3 00:20 o 00:00 0 0000
Total B4 0120 64 01:20 0 1] 3 00:20 [ 00:00 0 0000

The call statistics parameters available are asfollows:

« Total number of callsfor each account code (thisis a summation of the selected
call categories within the report).

» Average or Total handling time of these calls.
» Number of incoming calls that were answered for each account code.
« Average call time of these answered calls (this includes wrap up time).

« Averageor Total real talk time (this excludes hold and wrapping up time) of these
answered calls.

» Number of incoming calls that were transferred from another extension/agent for
each account code.

Insight CIX Sample Report Guide 05/05 3



Insight CIX Reporting Package
Account Code Report

« Number of incoming callsthat were transferred to another extension/agent for each
account code.

» Number of incoming calls that were placed on inquiry hold for each account code.
» Average or Total holding time of these held calls.

« Number of internal/intercom calls for each account code.

» Average or Total call time of these intercom calls.

» Number of outgoing calls for each account code.

« Averageor Total call time of these outgoing calls.

« Averageor Total real talk time (this excludes hold and wrapping up time) of these
outgoing calls.

The report is presented in an account code per row format with atotals entry for the
whole group being presented at the bottom of the report. Pagination of the report will
occur if either there are too many account codesto fit in the height of a page or there
are too many statistics parameters to fit in the width of a page.

4 Insight CIX Sample Report Guide 05/05



Agent Based Reports

Agent Event Report

An agent event report provides an event/call trace for a selected agent. The report can
display ACD calls only, Non ACD calls only or both ACD and Non ACD calls.

Insight CIX Reporting Package

Agent Based Reports

24 Hour - Page 2 of 40
START:Tuesday  O4/06/04 16:31 T on
STOP: Tuesday  O4/06/04 1659 Insight CTX+ Samples 04/07/04
Agent Events for Andrew Parker [ Panitofi
Evant Type Bront |Duration | Wal \can rimef T3k | Had | o | DiasaDigns | At
[OGOFF 16:31:36 Sales
LOGON 16:31:41 Salas
ACDINCOMING | 163154 | 0047 | 00:07 | 00:40 | 0040 | 00:00 | Sales 12126018251 1000
WRAPUP 16:32:38 | 0008
AVAILABLE 16:32:46
ACDINCOMING [ 16:34:14 | 0130 | 0048 | 01:26 | 0057 | 0020 | Sales 12158552087 1001
ACDINCOMING | 16:36:34 | (231 | 008 | 0243 | 0213 | 00:00 | Sales 1TTOET 17700 1000
WRAPLP 16:30:02 | 00413
AVAILABLE 16:30:15
LOGOFF 16:41:36 Salas
LOGON 16:41:41 Sala
ACDINCOMING | 16:41554 | 0047 | 00:07 | 00:40 | 0040 | 0000 | Sales 12126918251 1000
WRAPUP 16:4238 | 0018
AVAILABLE 16:42:45
ACDINCOMING | 164414 | 0130 | 0013 | 01:26 | 0057 | 00:20 | Sales 12153552087 1001
ACDINCOMING | 16:46:84 | (231 | 00n8 | 0243 | 02413 | 00:00 | Sales 1TTOBT 17799 1000
WRAPUP 16:40:02 | 00:13
AVAILABLE 16:40:15
LOGOFF 16:51:36 Slas
LOGON 1651341 Sala
ACDINCOMING | 165154 | 0047 | 00:07 | 00:40 | 0040 | 00:00 | Sales 12126018261 1000
WRAPLP 16:52:38 | 00:08
AVAILABLE 165246
ACDINCOMING | 165414 | 0130 | 00:48 | 01:26 | 0057 | 0020 | Sales 12153552047 1001

The following type of agent events and call types are supported.

Agent logs on
Agent logs off.

Agent has gone into wrapup.
Agent is unavailable to take calls.
Agent is available to take calls again.
Agent has received an incoming call.

Agent has received aRing No Answer call (acall which rang at the agent but was
not answered at the agent).
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Insight CIX Reporting Package
Agent Based Reports

Agent has made an outgoing call.
Agent has made/received an internal/intercom call.

Thefollowing call statistics information is provided for each call event.

The number/name of the extension the agent islogged on at.

The start time and date of the call.

Thetotal duration of the call.

The amount of time the call rang at the agent (only applicable to incoming calls).
The amount of real talk time (excludes hold and wrapping up time).

The amount of call handling time (includes talk, held and wrap up time).

The amount of time the call was held at the agent.

The amount of wrap up time the call required.

The device number, name and group name of the device that the agent was
connected to.

The device number, name and group name of the queue that the call camein on.
The device number and name of the extension/agent the call was transferred from.

Thetransfer position number indicating whether this extension was the first/
second/third etc. to receive the transferred call.

The device number and name of the extension/agent the call was transferred to.

The dialed digits for the call. In the case of incoming calls the CLI for call will be
displayed here.

The account codes entered against the call.

Thereport is presented in acall event per row format. Pagination of the report will
occur if either there are too many call eventsto fit in the height of a page or there are
too many statistics parameters to fit in the width of a page.

Insight CIX Sample Report Guide 05/05



Insight CIX Reporting Package
Agent Based Reports

Agent Group Traffic Profile Report

An agent group traffic profile report provides historical call statistics datafor a
selected agent group presented in a series of uniform time bands. The interval time
governing the time bands can be any number of minutes, hours, days, or weeks up to
250.

The report can display ACD cals only, Non ACD calls only or both ACD and Non
ACD cals.

24 Hour - Page 3 of 40
START: Tuesday 04/06/04 16:31 I?emonstratlcn on
STOP: Tuesday  O4/06/04 16:59 Insight CTX+ Samples 04/07/04
Agent Group Traffic Profile for Sales [ Pattafi

Pariod 1831:00 | 16:38:00 | 16:41:00 | 18:46:00 | 165100 | 16:56:00

ACD Calls answarad 4 4 & 4 B 1

ACD Calls Intarcom o 0 0 o o 0

ACD Calls outgoing 0 (1] 0 0 0 1]

ACD Average answarad call time 03 033 01:18 M3 0:18 01:23

ACD Avarage intercom call fime 0000 00:00 00:00 00:00 00:00 00:00

ACD Average outgeing call time 0000 00:00 00:00 00:00 00:00 00:00

ACD Calls transfarad in ] ] 0 o o] 0

ACD Galls transfamred ot o 0 0 a o 0

ACD Calls inguirad 1 o 1 a 1

ACD Avaraga held on time 0020 00:00 00:20 0000 00:20 00:00

ACD Longast hald on time 0020 00:00 00:20 0000 0020 00:00

ACD RNA calls 0 o o 0 o o

ACD Avarage BNA wait time 0000 00:00 00:00 0000 00:00 00:00

ACD Longast RMA walt time 0000 00:00 00:00 0000 00:00 00:00

ACD Longast answarad call time 01:32 02:13 01:48 02:13 01:48 0123

ACD Longast intarcom call ime 0000 00:00 00:00 00:00 00:00 00:00

ACD Longast outgaing call time 00:00 00:00 00:00 0000 00:00 0000

Minimum agants loggad on 0 3 1 3 1 3

Maximum agents logged an 3 3 a 3 3 3

ACD Numbar of short calls 1 o 1 o 1 0

ACD Number of long calls 0 1 0 1 o 1]

ACD G.OS. (%) 750 750 833 750 833 1000

The call statistics parameters available are as follows:

Number of incoming calls that were answered.

Number of internal/intercom calls made/received by agents.

Number of outgoing calls.

Average or Total call time of the answered calls (includes wrap up time).

Average or Total real talk time (this excludes hold and wrapping up time) of the
answered calls.

Average or Total wrap up time of the answered calls.
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Insight CIX Reporting Package
Agent Based Reports

Average or Total call time of the internal/intercom calls.
Average or Total call time of the outgoing calls.

Average or Total real talk time (this excludes hold and wrapping up time) of the
outgoing calls.

Number of answered calls that were transferred from another extension/agent.
Number of answered calls that were transferred to another extension/agent.
Number of answered calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Longest holding time of these held calls.

Number of callsthat rang at an agent but was not answered at the agent.
Average or Total ringing time of these Ring No Answer calls.

Longest ringing time of these Ring No Answer calls.

Longest call time of the answered calls (includes wrap up time).

Longest real talk time (this excludes hold and wrapping up time) of the answered
cals.

Longest wrap up time of the answered calls.
Longest call time of the internal/intercom calls.
Longest call time of the outgoing calls.

Longest real talk time (this excludes hold and wrapping up time) of the outgoing
cals.

Number of incoming and outgoing calls whose call time was below a short call
analysis threshold.

Number of incoming and outgoing calls whose call time was above along call
analysis threshold.

The GOS for the agent group.

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the width of a page or there are
too many statistics parametersto fit in the height of a page.
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Agent Group Traffic Report

An agent group traffic report provides historical call statistics data for each agent
group within a selected agent super group.

The report can display ACD cals only, Non ACD calls only or both ACD and Non

Insight CIX Reporting Package

Agent Based Reports

24 Hour . Page 4 of 40
START:Tuesday  04/06/04 16:31 o on
STOP: Tuesday  04/06/04 1659 Insight CTX+ Samples 04/07/04
Agent Group Traftic for All Agent Groups Part 1 of 1

Agant Group Sales Support Admin Tels Sales

ACD Calls answarad 25 23 24 0

ACD Calls intarcom ] o o ]

ACD Calls outgoing o o ] ]

ACD Average answerad call time 023 01:186 01:28 00:00

ACD Avaraga intercom call tima 0000 00:00 00:00 00:00

ACD Avaraga cutgoing call ima 0000 00:00 00:00 00:00

ACD Calls transfamad in o o 0 0

ACD Calls transfamad out o o 0 0

ACD Calls inquirad 3 2 3 0

ACD Avaraga held on ima 0020 01:08 0108 00:00

ACD Longast hald on tima 0029 01:08 01:08 00:00

ACD BNA calls o o 0 0

ACD Avarage RNA wait time 00:00 00:00 00:00 00:00

ACD Longest RNA wait tima 0000 00:00 00:00 00:00

ACD Longest answerad call ime 02:13 02:02 01:55 00:00

ACD Longestintarcom call time 0000 00:00 00:00 00:00

ACD Longest outgoing call tima 0000 00:00 00:00 00:00

Minimum agants legged on 0 o 1] a

Maximum agents logged on 3 3 3 o

ACD Numbar of short calls 3 8 0 0

ACD Number of leng calls 2 3 0 ']

ACD G.O.S. (%) £80.0 522 100.0 1000

The call statistics parameters available are as follows:

Number of outgoing calls.
Average or Total call time of the answered calls (includes wrap up time).

Average or Total real talk time (this excludes hold and wrapping up time) of the
answered calls.

Number of incoming calls that were answered.
Number of internal/intercom calls made/received by agents.

Average or Total wrap up time of the answered calls.
Average or Total call time of the internal/intercom calls.
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Insight CIX Reporting Package
Agent Based Reports

« Averageor Total call time of the outgoing calls.

« Averageor Total real talk time (this excludes hold and wrapping up time) of the
outgoing calls.

« Number of answered calls that were transferred from another extension/agent.
« Number of answered calls that were transferred to another extension/agent.

» Number of answered calls that were placed on inquiry hold.

» Average or Total holding time of these held calls.

» Longest holding time of these held calls.

« Number of callsthat rang at an agent but was not answered at the agent.

+ Average or Total ringing time of these Ring No Answer calls.

« Longest ringing time of these Ring No Answer calls.

» Longest call time of the answered calls (includes wrap up time).

» Longest red talk time (this excludes hold and wrapping up time) of the answered
cals.

» Longest wrap up time of the answered calls.
« Longest call time of the internal/intercom calls.
» Longest cal time of the outgoing calls.

» Longest real talk time (this excludes hold and wrapping up time) of the outgoing
cals.

« Number of incoming and outgoing calls whose call time was below a short call
analysis threshold.

«  Number of incoming and outgoing calls whose call time was above along call
analysis threshold.

« The GOSfor the agent group.

Thereport is presented in an agent group per column format. Pagination of the report
will occur if either there are too many agent groups to fit in the width of a page or
there are too many statistics parameters to fit in the height of a page.

10 Insight CIX Sample Report Guide 05/05



Insight CIX Reporting Package
Agent Based Reports

Agent Traffic Profile Report

An agent traffic profile report provides historical call statistics datafor a selected
agent presented in a series of uniform time bands. The interval time governing the
time bands can be any number of minutes, hours, days, or weeks up to 250.

The report can display ACD cals only, Non ACD calls only or both ACD and Non

ACD cals.
24 Hour . Page 5 of 40
START: Tuesday  04/06/04 16:31 I?emonstrauon on
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Agent Traffic Profile for Andrew Parker Part 10f 1
ACD Total ACD Answarad ACD Answarad Transfar ACD Parformanca
Pariod Avg. Ay Transfol Transfo Avg. | Short | Long
Cals | Tims | Cats | T [ | out |0 | Vil | Cals | cais | 808
163100 | 2 01:03 2 0103 | 0 o I EE 0 | 50.0
16:36:00 | 1 02:13 1 21| 0 0 o [omoo| o 1 [
16:41:00 [ 2 01:03 2 003 | 0 0 1 |oo2e| 1 0 | sno
16:48:00 | 1 02:13 1 0213 | 0 0 0 [oo00| o 1 00
165100 | 2 01:03 2 003 | 0 0 1| o020 | 1 o | s0e
16:56:00 [ 0 00:00 0 00:00 | 0 0 ¢ [omoo| o o | 1000

The call statistics parameters available are as follows:

+ Total number of cals (thisisasummation of the selected call categories within the
report).

» Average or Total handling time of these calls.

» Percentage of time the agent was busy on these calls during each time band.

»  Number of incoming calls that were answered.

« Averageor Total call time of these answered calls (this includes wrap up time).

« Average or Total real talk time (this excludes hold and wrapping up time) of these
answered calls.

Insight CIX Sample Report Guide 05/05

11



Insight CIX Reporting Package
Agent Based Reports

Average or Total wrap up time of these answered calls.

Number of incoming calls that were transferred from another extension/agent.
Number of incoming calls that were transferred to another extension/agent.
Number of incoming calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Number of callsthat rang at the extension but were not answered at the extension.
Average or Total ringing time of these Ring No Answer calls.

Number of internal/intercom calls made/received by the agent.

Average or Total call time of these intercom calls.

Number of outgoing calls made by the extension.

Average or Total call time of these outgoing calls.

Average or Total real talk time (this excludes hold and wrapping up time) of these
outgoing calls.

Number of incoming and outgoing calls whose call time was below the short call
analysis threshold.

Number of incoming and outgoing calls whose call time was above the long call
analysis threshold.

The GOS for the agent.
Number of times the agent logged on during each time band.
The percentage of time the agent was logged on during each time band.

Number of times the agent went into each of the 12 unavailable states during each
time band.

The percentage of time the agent was unavailable during each time band.

Thereport is presented in atime band per row format. Pagination of the report will
occur if either there are too many time bands to fit in the height of a page or there
are too many statistics parametersto fit in the width of a page.

12
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Agent Traffic Report

An agent traffic report provides historical call statistics data for each agent within a

selected agent group.

The report can display ACD cals only, Non ACD calls only or both ACD and Non

ACD cdlls.

Insight CIX Reporting Package
Agent Traffic Report

24 Hour 5 Page 6 of 40
START:Tuesday  04/06/04 16:31 Demonstration on
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Agent Traftic for All Agents | Part 10f 2
ACD Total ACD Answeorad ACD Answersd Transiar ACD RNA
Agant Avg. Call Avg Call  [Transfer(Transfer . Avg. Avg.
Cals | Tima | Rate | " | ol | Aate | In | ow |™YY| pag | O35 ) wat
Androw Parker ] o2 | 177 DREEIEEE R 0 3 |20 0 |0000
David Stringar F o1 | 167 7 |omg| 187 | o 0 o |ooo0| o |oo:00
Dala Whitakar 10 o017 | 238 10 27| 238 | o 0 o |oodo| o |ooo0
Bavarly Cordnar a 0106 | 182 ) 122 | o o | 2 |otoe| o |oooo
Phil Okall ] o123 | 187 8 wr | o 0 o |oooo| o |oooo
Jana Yaarslay 7 o120 | 198 7 196 | © 0 o |oooo| o |oooo
Jenny Haris 8 01:24 18.3 2 18.3 o 1] 3 01:08 ] 00:00
Alan Hobson 1 0135 | 245 1" 25 | o 0 0 |oomo| o |ooo0
Garath Waar 5 o042 | 178 5 178 | o 0 o |oomo| o |ooo0
Tracay Oldman 0 0000 | 00 0 00 0 0 o |oo00| o |oo:00
Alison Hatton 0 0000 | 00 0 00 0 0 o |ooo0| o |oo:00
Halan Youd 0 0000 | 00 0 00 0 0 o |oodo| o |ooo0
Total 7 DiZ2 | 196 7 o2z 196 | © T | @ |osa| 0 o000
24 Hour ; Page 7 of 40
START:Tuesday  04/06/04 16:31 Demonstration on
STOP: Tuesday  04/06/04 16:58 Insight CTX+ Samples 04/07/04

Agent Traffic for All Agents | Part 2 of 2

ACD Parformanca

Agant Shert | Long

calks | cats | 598
Andrew Parkar 3 2 IS5
David Stringer o 0 100.0
Dala Whitakar o 0 1000
Bavarly Cordnar 6 0 25,0
Phil Okall 2 3 5
Jana Yaarslay 0 o 1000
Janny Hamis 0 ] 1000
Alan Hobson o 0 1000
Garath Wear a 0 1000
Tracoy Oldman 0 1] 1000
Aliscn Hation o 0 100.0
Halan Youd 0 0 1000

Insight CIX Sample Report Guide 05/05
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Insight CIX Reporting Package
Agent Traffic Report

The call statistics parameters available are asfollows:

Total number of calls (thisis asummation of the selected call categories within the
report).
Average or Total handling time of these calls.

Percentage of time the agent was busy on these calls. Note that this percentageis
normalized to the shift that you collated the report with.

Number of incoming calls that were answered.
Average or Total call time of these answered calls (this includes wrap up time).

Average or Total real talk time (this excludes hold and wrapping up time) of these
answered calls.

Average or Total wrap up time of these answered calls.

Number of incoming calls that were transferred from another extension/agent.
Number of incoming calls that were transferred to another extension/agent.
Number of incoming calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Number of callsthat rang at the extension but were not answered at the extension.
Average or Total ringing time of these Ring No Answer calls.

Number of internal/intercom calls made/received by the agent.

Average or Total call time of these intercom calls.

Number of outgoing calls made by the extension.

Average or Total call time of these outgoing calls.

Average or Total real talk time (this excludes hold and wrapping up time) of these
outgoing calls.

Number of incoming and outgoing calls whose call time was below the short call
analysis threshold.

Number of incoming and outgoing calls whose call time was above the long call
analysis threshold.

The GOS for the agent.
Number of times the agent logged on during the period of analysis.
The percentage of time the agent was logged on during the period of analysis.

14
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Insight CIX Reporting Package
Agent Traffic Report

« Number of times the agent went into each of the 12 unavailable states during the
period of analysis.

« The percentage of time the agent was unavailable during the period of analysis.
« Call rates per hour logged on for the call categories answered, intercom and
outgoing.

The report is presented in an agent per row format with atotals entry for the whole
group being presented at the bottom of the report. Pagination of the report will occur if
either there are too many agents to fit in the height of a page or there are too many
statistics parameters to fit in the width of a page.

Insight CIX Sample Report Guide 05/05
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Insight CIX Reporting Package
Agent Traffic Report

Agent Utilization Profile Report

An agent utilization profile report provides historical time utilization datafor a
selected agent presented in a series of uniform time bands. The interval time
governing the time bands can be any number of minutes, hours, days, or weeks up to
250.

Note that the times are either shown as a percentage normalized to the shift that you
collated the report with or as atotal time.

The report can display ACD cals only, Non ACD calls only or both ACD and Non
ACD cals.

24 Hour n Page 9 of 40

START:Tuesday ~ 04/06/04 16:31 Demanstration on
STOP: Tuesday  O4/06/04 16:59 Insight CTX+ Samples 04/07/04

Agent Utilization Profile for Andrew Parker ‘ Part 10f 1
Poriod Y= ACD Call Tima ¥ ACD Hald Time 9 Avalability % ACD RHA
Inc Out Int Inc Out Int Wrap [ UnAv | Busy | Idis Inc Int
16:31:00 | @78 0.0 00 0.2 0.0 00 18 | 00 | 116 | 103 | 77 00
16:36:00 | 443 0.0 00 0.0 0.0 00 33 | 00 | 13 | 73 60 00
16:41:00 332 o0 oo 0.3 0.0 00 17 0.0 102 26.8 68 o0
16:46:00 443 0.0 o0 0.0 0.0 ] 33 0.0 1.3 73 6.0 o0
16:51:00 33.2 0.0 oo 0.3 0.0 o0 17 oo 102 26.8 68 o0
16:56:00 TiA 00 o0 0.0 0.0 ] o0 0.0 1.1 9.4 100 o0

The parameters available are as follows:

+ Thetime spent handling incoming calls. Thistime includes the talk time plus any
time spent on hold. This time does not include the amount of time calls were
ringing at the agent before being answered.

« Thetime spent handling outgoing calls. This time includes the talk time plus any
time spent on hold.

16
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Insight CIX Reporting Package
Agent Traffic Report

The time spent handling internal/intercom calls. Thistime includes the talk time
plus any time spent on hold. This time does not include the amount of time calls
were ringing at the agent before being answered.

The time spent with incoming calls on hold.

The time spent with outgoing calls on hold.

The time spent with internal/intercom calls on hold.
The time spent in wrap up.

The time spent in each of the 12 unavailable states.

The time spent being busy, i.e. unavailable for some reason to take calls. Thisis
usually due to setting up an outgoing call or leaving the handset off hook.

Thetime spent idle.

The time spent with external callsringing at the agent (Inc RNA).
The time spent with internal calls ringing at the agent (Int RNA).
The time spent logged on.

The time spent logged off.

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the height of a page or there are
too many statistics parameters to fit in the width of a page.

Utilization percentages can be cal culated with respect to either each profileinterval or
the amount of time each agent had spent logged on in each profile interval.

Insight CIX Sample Report Guide 05/05
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Insight CIX Reporting Package
Agent Traffic Report

Agent Utilization Report

An agent utilization report provides historical time utilization data for each agent
within a selected agent group. Note that the times are either shown as a percentage
normalized to the shift that you collated the report with or as atotal time.

The report can display ACD cals only, Non ACD calls only or both ACD and Non
ACD cals.

24 Hour - Page 10 of 40
START:Tuesday  04/D6/04 16:31 PEI'I"IOI‘ISII‘BIIOI'I on
STOP: Tuesday  04/06/04 16:50 Insight CTX+ Samples 04/07/04
Agent Utilization for Sales [ Partioft
o . AGD Call Time T, Av ey T ACD PR
Aga e | O | W | Wrap [ Unhv [ Bisy | T | e Tt
Andow Paker | 422 | 00 | 00 | 21 | 00 | 61 | 165 | 78 | 00
David Stringar w7 | o0 | oo | 27 | 00 | 16 | 128 | 37 | o0
Dale W hitakar B0z | 00 | op | 58 | 0o | oo | 53 | 8% | oo
Total 473 | 0D | 0B | 35 | 00 | 30 | 117 | &4 | 0D

The parameters available are as follows:

+ Thetime spent handling incoming calls. Thistime includes the talk time plus any
time spent on hold. This time does not include the amount of time calls were
ringing at the agent before being answered.

« Thetime spent handling outgoing calls. This time includes the talk time plus any
time spent on hold.

« Thetime spent handling internal/intercom calls. Thistime includes the talk time
plus any time spent on hold. This time does not include the amount of time calls
wereringing at the agent before being answered.

» Thetime spent with incoming calls on hold.

18
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Insight CIX Reporting Package
Agent Traffic Report

The time spent with outgoing calls on hold.

The time spent with internal/intercom calls on hold.
The time spent in wrap up.

The time spent in each of the 12 unavailable states.

The time spent being busy, i.e. unavailable for some reason to take calls. Thisis
usualy due to setting up an outgoing call or leaving the handset off hook.

Thetime spent idle.

The time spent with external calls ringing at the agent (Inc RNA).
The time spent with internal callsringing at the agent (Int RNA).
The time spent logged on.

The time spent logged off.

Thereport is presented in an agent per row format with atotals entry for the whole
group being presented at the bottom of the report. Note that the totals entry for each
column isthe average for al the agents in the group. Pagination of the report will
occur if either there are too many agentsto fit in the height of a page or there are too
many statistics parametersto fit in the width of a page.

Utilization percentages can be calculated with respect to either the total reporting
period or the amount of time each agent had spent logged on.

Insight CIX Sample Report Guide 05/05
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Distribution Reports

Distribution Reports

Call Time Distribution Report

A call time distribution report provides the number of calls and percentage of calls
whose call time (defined as actual talk time and held time) fell within a series of user
configurable time bands. The report can analyze the call time distribution of incoming
calls and/or outgoing calls. Additionally, if agents, extensions, agent groups or
extension groups are being reported on, intercom calls are aso available. A series of
either line groups, lines, DID groups, DID numbers, agent groups, agents, extension
groups or extensions, can be analyzed within asingle report.

The report can display ACD cals only, Non ACD calls only or both ACD and Non
ACD cals.

The report is presented in a call time band per row format. Pagination of the report
will occur if either there are too many time bandsto fit in the height of a page or there
are too many groups/members to fit in the width of a page.

24 Hour n Page 11 of 40
START: Tuesday  O4/06/04 16:31 Demonstration on

STOP: Tuesday  04/08/04 16559 Insight CTX+ Samples 04/07/04

Call Time Distribution for All Line Groups | Part 1 of 1

Line Group Sarvica Provider B Sawvica Providar A
ACD Calls ¥ ACD Calls W

00:00 1] 00 11 208
01:00 18 1000 a7 65.3
00 5 0.4

=
E
2
cooo
=
=

0
0 0.0
1]

20

Insight CIX Sample Report Guide 05/05



Wait Time Distribution Report

A wait time distribution report provides the number of calls and percentage of calls
whose wait time fell within a series of user configurable time bands. The report can
analyze the waiting time distribution of answered calls and/or abandoned calls. A
series of either line groups, DID numbers or DID groups can be analyzed within a
single report. The report can display ACD calls only, Non ACD calls only or both
ACD and Non ACD calls.

Thereport is presented in await time band per row format. Pagination of the report
will occur if either there are too many time bandsto fit in the height of a page or there
are too many groups/DID numbers to fit in the width of a page.

Insight CIX Reporting Package

Distribution Reports

24 Hour 7 Page 120f 40
START-Tuesday  04/06/04 16:31 S ] on
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Wait Time Distribution for All Line Groups (Answered) | Part1of 1
Line Group Sarviea Providar B Sarvica Providar A
ACDCals_| % | AcDGals | %
0000 3 376 0 37T
00:10 11 579 2 547
0020 2 10.5 4 75
0050 0 0.0 0 00
00:40 0 0.0 0 00
0050 0 0.0 0 00
01900 0 0.0 0 00
01:40 [ 0.0 0 00
0 0.0 0
0 0.0 0

Insight CIX Sample Report Guide 05/05
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Wrapup Time Distribution Report

Thisisone of the types of report item that can form part of areport template. A
wrapup time distribution report provides the number of calls and percentage of calls
whose wrapup time fell within a series of user configurable time bands. A series of
either agent groups or agents can be analyzed within a single report.

The report can display ACD cals only, Non ACD calls only or both ACD and Non
ACD cals.

Thereport is presented in awrapup time band per row format. Pagination of the report
will occur if either there are too many time bandsto fit in the height of a page or there
are too many groups/agents to fit in the width of a page.

24 Hour z Page 1301 40
START:Tuesday  04/06/04 16:31 e aton on
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Wrapup Time Distribution for All Agent GI‘OUPS Part 1 of 1
Agart Group Sales Support Admin Tolo Sales
ACD Calls 3 ACD Calls 3 ACD Calls e ACD Calls %

00:00 25 100.0 23 100.0 24 100.0 0 [

00:10 0 0.0 o 0.0 o 0.0 0 0.0

00:20 0 0.0 o 0.0 o 0.0 0 0.0

00:30 0 0.0 o 0.0 o 0.0 0 0.0

00:40 0 0.0 0 0.0 o 0.0 0 0.0

00:50 0 0 o 0.0 o 0.0 0 0o

22
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Contention Reporis

Contention Profile Report

A contention profile report provides historical time data for the percentage of time a
variable number of membersin a group were simultaneously idle/busy. The statistics
are presented either as non-cumulative or cumulative.

Non-cumulative is defined as. Each line of the report gives the percentage of time that
exactly that number of memberswereidle.

Cumulative is defined as: Thefirst line of the report gives the percentage of time zero
members were idle. The second line gives the percentage that up to one member was
idle. The third line gives the percentage that up to two members were idle and so on
until the number of members in the group or Max Items has been reached.

One of either aline group, an extension group, or an agent group can be analyzed
within asingle report.

Thereport is based on the combined total of ACD callsand Non ACD calls.The report
is presented in atime band per column format. Pagination of the report will occur if
either there are too many time bandsto fit in the height of apage or there are too many
statistics parameters to fit in the width of a page.

24 Howr - Page 14 of 40
START:Tuesday  04/06/04 16:31 Demonstration s

STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04

Contention Profile for Sales Part 10f1
TBCAT00 | 16:36:00 | 16:A1:00 | 164600 | 1651200 | 15:56:00
5 % % 3 %

Agants ldia % ”
0 677 747 623 747 623 758
<= 967 00.3 003 90.3 203 08.9
= 100.0 1000 100.0 100.0 100.0 1000
<= 100.0 1000 100.0 100.0 100.0 1000

Fannns
b A —

s
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Insight CIX Reporting Package
Contention Reports

Contention Report

A contention report provides the percentage of time a variable number of membersin
agroup were simultaneously idle/busy. The statistics are presented either as non-
cumulative or cumulative.

Non-cumulative is defined as: Each line of the report gives the percentage of time that
exactly that number of members wereidle.

Cumulative is defined as: Thefirst line of the report gives the percentage of time zero
members were idle. The second line gives the percentage that up to one member was
idle. The third line gives the percentage that up to two members were idle and so on
until the number of membersin the group or Max Items has been reached.

A series of either line groups, extension groups, or agent groups can be analyzed
within asingle report.

Thereport is based on the combined total of ACD callsand Non ACD calls. The report
is presented in a group member per row format. Pagination of the report will occur if
either there are too many group members to fit in the height of a page or there are too
many groups to fit in the width of a page.

24 Hour - Page 150f 40

START:Tuesday 040804 16:31 el &=

STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Contention for All Agent Groups Part | of |

Agants ldla

Sales Support Admin Tale Sales
> L -

% W %
[1] 60.1 438 3m9 93.5
=1 086 1.4 793 100.0
= 100.0 85 914 100.0
100.0 1000 100.0 1000

i
AT P EeY
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DID Based Reports

DID Group Traffic Profile Report

A DID group traffic profile report provides historical call statistics data for a selected
DID group presented in a series of uniform time bands. The interval time governing
the time bands can be any number of minutes, hours, days, or weeks up to 250.

The report can display ACD cals only, Non ACD calls only or both ACD and Non
ACD cals.

The call statistics parameters available are asfollows:

Insight CIX Reporting Package

24 Hour
START: Tuesday

04/06/04 16:31

Demonstration

Page 17 of 40
on

STOP: Tuesday  04/06/04 16:58 Insight CTX+ Samples 04/07/04
DID Group Tratfic Profile for All DIDs Part 1 of 1
Pariod 16:31:00 | 16:36:00 | 16:41:00 | 16:46:00 | 16:51:00 [ 165600
ACD Calls offarad a 16 12 16 12 7
ACD Calls answarad a 16 12 16 12 ¥
ACD Calls abandonad 0 0 0 0 o o
ACD Calls abandoned (%) 0.0 00 0.0 0.0 oo 0.0
ACD Average answarad cal| ime 01:21 m22 01:20 01:22 m:20 01:16
ACD Avarage answarad wait fima 00:00 00:13 00:10 00:13 00:10 00:11
ACD Avarage abandoned wait time 00:00 0000 00:00 00:00 0000 00:00
ACD Calls ranstarrad 0 o 0 0 o o
ACD Calls inquirad 2 1 2 1 2 0
ACD Average held time 00:40 01:08 00:40 0:08 00:49 00:00
ACD Lengest hald time 01:08 mos 01:08 01:08 no8 00:00
ACD Avarage transfer count 0.0 00 o0 0.0 00 0.0
ACD Maximum transfar count 0 0 0 0 o 0
ACD Longast answarad call ima 02:01 02:11 0z:m o2 0201 01:53
ACD Longest answarad wait tima 00:16 0021 00:16 00:21 00:16 00:18
ACD Longest abandonad wait time 00:00 0000 00:00 00:00 00:00 00:00
Targat answar tima 20 20 20 20 20 20
ACD Long waits including abandonad 0 2 0 2 o o
ACD Long waits excluding abandonad (1] 2 o 2 0 o
ACD G.O.S. (inc. abandonad) (%) 100.0 87.5 100.0 87.5 100.0 100.0
ACD G.0O.S. (excl. abandonad) (%} 100.0 87.5 100.0 7.5 100.0 100.0
ACD Erlangs 27 5.1 36 5.1 36 34

Number of calls offered.
Number of incoming calls that were answered.

Number of incoming calls that abandoned before being answered.

Percentage of incoming calls abandoned.
Average or Total call time of the answered calls.

DID Based Reports

Insight CIX Sample Report Guide 05/05
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Average or Total real talk time (this excludes ring and hold time) of the answered
cals.

Average or Total waiting time of the answered calls.
Average or Total waiting time of the abandoned calls.

Number of incoming calls that overflowed to anon ACD group before being
answered or abandoned.

Average or Total waiting time of these overflowed calls.

Number of answered calls that were transferred to other extensions/agents.
Number of answered calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Longest holding time of these held calls.

Of those calls that were transferred, the average number of times the calls were
transferred.

Of those calls that were transferred, the maximum number of times a call was
transferred.

Longest call time of the answered calls.

Longest real talk time (this excludes ring and hold time) of the answered calls.
Longest waiting time of the answered calls.

Longest waiting time of the abandoned calls.

Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

The GOS for the DID group (abandoned calls included).
The GOS for the DID group (abandoned calls excluded).
Number of erlangs of traffic on the DID group.

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the width of a page or there are
too many statistics parametersto fit in the height of a page.
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DID Group Traffic Report

Insight CIX Reporting Package

DID Based Reports

A DID group traffic report provides historical call statistics datafor each DID group

within aselected DID super group.

The report can display ACD calls only, Non ACD calls only or both ACD and Non
ACD cadlls.

The call statistics parameters available are asfollows:

24 Hour

START: Tuesday
STOP: Tuesday

04/06/04 16:31
04/06/04 16:59

Demonstration
Insight CTX+ Samples

Page 16 o1 20
on
04/07/04

DID Group Traffic for All DID Groups Part 10f 1
DID Group Sales DIDs Support DIDs Admin DIDs
ACD Calls offarad 25 23 24
ACD Calls answarad 25 23 24
ACD Calls abandonad o o
ACD Calls abandonad (3%) 0.0 0.0 0o
ACD Avarage answarad call tima 01:21 01:15 027
ACD Avarage answaradwait tima 0013 00:11 00:10
ACD Avarage abandonad wait tima 00:00 0000 0000
ACD Calls ovarflowad o 0
ACD Avarage ovarilow wait ima 00:00 0000 0000
ACD Calls transtamad 0 o o
ACD Calls inguirad 2 3
ACD Avarage hald tima 00:20 0108 0108
ACD Longast hald time 00:20 0108 0108
ACD Avarage transfar count 0.0 0.0 00
ACD Maximum fransfar count 0 o 0
ACD Longest answerad call tima o2 Qo ms3
ACD Longest answearad wait tima 0021 00116 0020
ACD Longest abandenad wait time 00:00 0000 0000
Targat answar time a '] 0
ACD Long waits inclueding abandonad 4 (1] 0
ACD Long waits sxduding abandonad 4 0 0
ACD G.0.5. (inc. abandonad) (%) 24.0 100.0 100.0
ACD G.0.5. (axd. abandonad) (%) 240 100.0 100.0
ACD Eirlangs 1.4 1.2 14

Number of calls offered.
Number of incoming calls that were answered.

Number of incoming calls that abandoned before being answered.

Percentage of incoming calls abandoned.
Average or Total call time of the answered calls.
Average or Total real talk time (this excludes ring and hold time) of the answered

calls.

Average or Total waiting time of the answered calls.

Insight CIX Sample Report Guide 05/05
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Average or Total waiting time of the abandoned calls.

Number of incoming calls that overflowed to anon ACD group before being
answered or abandoned.

Average or Total waiting time of these overflowed calls.

Number of answered calls that were transferred to other extensions/agents.
Number of answered calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Longest holding time of these held calls.

Of those calls that were transferred, the average number of times the calls were
transferred.

Of those calls that were transferred, the maximum number of times a call was
transferred.

Longest call time of the answered calls.

Longest real talk time (this excludes ring and hold time) of the answered calls.
Longest waiting time of the answered calls.

L ongest waiting time of the abandoned calls.

Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

The GOS for each DID group (abandoned calls included).
The GOS for each DID group (abandoned calls excluded).
Number of erlangs of traffic on each DID group.

Thereport is presented in a DID group per column format. Pagination of the report
will occur if either there are too many line groups to fit in the width of a page or there
are too many statistics parametersto fit in the height of a page.
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DID Traffic Profile Report

A DID traffic profile report provides historical call statistics datafor a selected DID
number presented in a series of uniform time bands. The interval time governing the
time bands can be any number of minutes, hours, days, or weeks up to 250.

The report can display ACD cals only, Non ACD calls only or both ACD and Non
ACD cals.

The call statistics parameters available are as follows:
Number of calls offered.
Number of incoming calls that were answered.
Number of incoming calls that abandoned before being answered.
Percentage of incoming calls abandoned.

Average or Total call time of the answered calls.
Average or Total real talk time (this excludes ring and hold time) of the answered

Insight CIX Reporting Package

24 Hour

START: Tuesday
STOP: Tuesday

04/06/04 16:31

Demonstration

Page 19 of 40
on

04/06/04 1650 Insight CTX+ Samples 04/07/04
DID Tratiic Profile for Sales Part 10f 1
Pariod 16:31:00 | 16:36:00 | 16:41:00 | 16:46:00 | 1651:00 | 16:56:00
ACD Calls offarad 4 4 b “ [ 1
ACD Calls answarad 4 4 B 4 & 1
ACD Calls abandonad 0 o 0 0 o 0
ACD Calls abandonad (¥} 0.0 o0 0.0 0.0 on 0.0
ACD Average answarad call fima 01:12 01:31 0117 0131 M7 01:21
ACD Avarage answarad wait time 00:10 00:18 00:10 00:18 00:10 00:18
ACD Avarage abandonad wait ime 00:00 00:00 00:00 00:00 0000 00:00
ACD Calls avarflowad 0 o 0 ] o o
ACD Avarage avarflow wait time 00:00 0000 00:00 00:00 0000 00:00
ACD Calls ransfarrad 0 ] 0 o ] 0
ACD Calls inquirad 1 1] 1 1 0
ACD Avaraga hald tima 00:20 0000 00:24 00:00 0029 00:00
ACD Longast hald time 00:28 00400 00:29 00:00 0020 00:00
ACD Avarana transfar count 0.0 00 0.0 0.0 oo 0.0
ACD Maximum transfar count 0 o 0 0 o 0
ACD Langest answarad call fime 0130 | 021 | 0146 | 0201 | 01%6 | 0121
ACD Longest answerad wait fime 00:16 0021 00:16 co:21 00:16 00:18
ACD Lengest abandonad wait time 00:00 0000 00:00 00:00 00:00 00:00
Targat answar tima 20 20 20 20 20 20
ACD Leng waits including abandonad (1] 2 0 2 ] 0
ACD Long waits excluding abandensad 0 2 1] 2 0 0
ACD G.O.S. (inc. abandonad) (%) 100.0 50.0 1000 50.0 100.0 100.0
ACD G.O.S. (axcl. abandonad) (%) 100.0 50.0 1000 §0.0 100.0 100.0
ACD Erlangs 11 15 1.7 1.5 17 0.6

Average or Total waiting time of the answered calls.

DID Based Reports

Insight CIX Sample Report Guide 05/05
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Average or Total waiting time of the abandoned calls.

Number of incoming calls that overflowed to anon ACD group before being
answered or abandoned.

Average or Total waiting time of these overflowed calls.

Number of answered calls that were transferred to other extensions/agents.
Number of answered calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Longest holding time of these held calls.

Of those calls that were transferred, the average number of times the calls were
transferred.

Of those calls that were transferred, the maximum number of times a call was
transferred.

Longest call time of the answered calls.

Longest real talk time (this excludes ring and hold time) of the answered calls.
Longest waiting time of the answered calls.

L ongest waiting time of the abandoned calls.

Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

The GOS for the DID number (abandoned calls included).
The GOS for the DID number (abandoned calls excluded).
Number of erlangs of traffic on the DID number.

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the width of a page or there are
too many statistics parameters to fit in the height of a page.
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DID Traffic Report

A DID traffic report provides historical call statistics datafor each DID number within
aselected DID group.

The report can display ACD cals only, Non ACD calls only or both ACD and Non
ACD cals.

24 Hour - Page 18.0f 40
START:Tuesday ~ O4/06/04 16:31 Demonstration on
STOP: Tuesday  O4/D6/04 1659 Insight CTX+ Samples 04/07/04
DID Traffic for All DIDs Part10f1

DD Total Sabs Support Admin

ACD Calls offarad 72 25 2 24

ACD Calls answarad 72 25 23 24

ACD Calls abandonad 0 1] o o

ACD Calls abandonad (%5) 0.0 0.0 o0 0.0

ACD Avarage answarad call time o121 0121 01:15 027

ACD Avarage answarad wait ima o011 00:1% 0011 00:10

ACD Avarage abandonad wait tima 00:00 00:00 00:00 00:00

ACD Calls ovarflowad 0 o o 0

ACD Avarage ovarflow wait ima 00:00 00:00 00:00 00:00

ACD Calls transfamad 0 o o o

ACD Calls inguirad 8 3 2 3

ACD Avarage hald ime 00:53 00:20 01 08

ACD Longest hald ima 01:08 00:20 008 01:08

ACD Avaraga transfar count 0.0 0.0 04 0.0

ACD Maximum transfar count 0 o] o 0

ACD Longest answerad call time o1 02:11 02 01:53

ACD Longest answerad wait tima 0021 00:21 00:16 00220

ACD Longast abandonad walt tima 00:00 00:00 00:00 00:00

Target answar time 20 30 60

ACD Long waits including abandoned 4 4 o o

ACD Long waits exduding abandonad 4 4 0 0

ACD G.0.5. (inc. abandonad) (%) 044 84.0 100.0 100.0

ACD G.0 8. (axcl. abandonad) (%) 044 84.0 100.0 100.0

ACD Edangs 4.0 1.4 1.2 1.4

The call statistics parameters available are as follows:

Number of calls offered.

Number of incoming calls that were answered.

Number of incoming calls that abandoned before being answered.
Percentage of incoming calls abandoned.

Average or Total call time of the answered calls.

Average or Total real talk time (this excludes ring and hold time) of the answered
cals.

Average or Total waiting time of the answered calls.
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Average or Total waiting time of the abandoned calls.

Number of incoming calls that overflowed to anon ACD group before being
answered or abandoned.

Average or Total waiting time of these overflowed calls.

Number of answered calls that were transferred to other extensions/agents.
Number of answered calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Longest holding time of these held calls.

Of those calls that were transferred, the average number of times the calls were
transferred.

Of those calls that were transferred, the maximum number of times a call was
transferred.

Longest call time of the answered calls.

Longest real talk time (this excludes ring and hold time) of the answered calls.
Longest waiting time of the answered calls.

L ongest waiting time of the abandoned calls.

Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

The GOS for each DID number (abandoned calls included).
The GOS for each DID number (abandoned calls excluded).
Number of erlangs of traffic on each DID number.

Thereport is presented in a DID number per column format with atotals column for
the whole group being presented as the first column. Pagination of the report will
occur if either there are too many DID numbersto fit in the width of a page or there
are too many statistics parametersto fit in the height of a page.
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Extension Based Reports

Extension Event Report
An extension event report provides a event/call trace for a selected extension.

The report can display ACD cals only, Non ACD calls only or both ACD and Non
ACD cals.

24 Hour : Page 20 01 40
START:Tuesday ~ 04/06/04 16:31 Demonstration on
STOP: Tuesday  O4/06/04 1659 Insight CTX+ Samples 04/07/04
Extension Events for Extn No. 1 [ Pattoi
Evant  |Duration | Wait Held (Connect ;
Agnt. Event Typa Start i | T Call Time| Time | Devics Quaua Dialad Digits
David Siingar ACDNCOMING | 16:33.43 | D1:40 | 0008 | 0732 | 0000 | D3200 | Sales
David Siinger | Non ACD OUTGOING : 00:00 | 0151 | 0000 | Looot 018135394320
David Stingar | Non ACD OUTGOING 00:00 | 0044 | 00D0 | L8010 912126014300
David Sringer ACD INCOMING 00:08 | 0103 | 0000 | D3200 | Sales 19138884500
David Siringar | Nen ACD OUTGOING 00:00 | 01615 | 0020 | LB00S ©19197278000
David Siringar AGD INCOMING 0004 | 0112 | 0000 | D3200 | Sales 19135301354
David Stringar | Nen ACD OUTGOING 0000 | o022 | 0000 | Lo0oS 016122554300
David Stringar | Nen ACD OUTGOING 00:00 | 00:46 | 0000 | LB0OT 016133393574
David Siringer ACD INCOMING o008 | 0132 | 0000 | D3200 | Sales
David Siringer | Non ACD OUTGOING 00:00 | 0151 | 0020 | LS00t 918135354320
David Stinger | Non ACD OUTGOING 0000 | 0014 | 0000 | L8010 512126014300
David Stringer ACD INCOMING 0008 | 0103 | 0000 | D3200 | Sales 19138884500
David Stingar | Nen ACD OUTGOING 00:00 | 01515 | 00200 | L9005 219197278000
David Stringar AGD INCOMING o004 | 0112 | 0000 | D3200 | Sales 18135301354
David Siringar | Nen ACD OUTGOING 00:00 | 00:22 | 00:00 | LO0CS 016122654388
David Siringar | Nen ACD OUTGOING 00:00 | 00:46 | 00:00 | LD0OT 016133393574
David Siringer ACD INCOMING 0008 | 0132 | 0000 | D3200 | Sales
David Siringer | Non ACD OUTGOING 00:00 | 0151 | 0020 | Loo0T 018135394320
David Siringer | Non ACD OUTGOING 00:00 | 0014 | 0020 | L8010 912126014300

The following type of extension events and call types are supported.
» Extension logs on as an agent.

» Extension logs off.

« Extension has gone into wrapup.

» Extension isunavailable to take calls.

» Extensionisavailable to take calls again.

» Extension has received an incoming call.

Insight CIX Sample Report Guide 05/05 33



Insight CIX Reporting Package
Extension Based Reports

Extension has received a Ring No Answer call (acall which rang at the extension
but was not answered at the extension).

Extension has made an outgoing call.

Extension has made/received an internal/intercom call.

The following call statisticsinformation is provided for each call event.
The agent number/name if the extension is logged on.

The start time and date of the call.

The total duration of the call.

The amount of time the call rang at the extension (only applicable to incoming
cals).

The amount of call handling time (includes talk, held and wrap up time).
The amount of time the call was held at the extension.
The amount of wrap up time the call required.

The device number, name and group name of the device that the extension was
connected to.

The device number, name and group name of the queue that the call camein on.
The device number and name of the extension/agent the call was transferred from.

Thetransfer position number indicating whether this extension was the first/
second/third etc. to receive the transferred call.

The device number and name of the extension/agent the call was transferred to.

The dialed digits for the call. In the case of incoming calls the CLI for call will be
displayed here.

The account codes entered against the call.

Thereport is presented in a call event per row format. Pagination of the report will
occur if either there are too many call eventsto fit in the height of a page or there are
too many statistics parameters to fit in the width of a page.
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Extension Group Traffic Profile Report

An extension group traffic profile report provides historical call statistics datafor a
selected extension group presented in a series of uniform time bands. The interval
time governing the time bands can be any number of minutes, hours, days, or weeks

up to 250.

The report can display ACD calls only, Non ACD calls only or both ACD and Non
24 Hour - Page 21 of 40
START:Tuesday 040804 16:31 Demanstration on
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04

Extension Group Traffic Profile for Sales Part 1 of |

¥ 0408/04 | D4/06/04 | D406/04 | 04/06/04 | D4/0604 | D4/08/04

Extomsion Chap 1631:00 | 16:36:00 | 18:41:00 | 15:46:00 | 16:51:00 | 16:56:00
ACD Calls answarad 4 4 6 4 6 1
ACD Calls intarcom 0 ] 0 o 0 ]
ACD Calls outgeing 0 1] 1] a 1] o
ACD Avarage answarad call time 0213 01:33 01:18 0133 01:19 0123
ACD Avaraga intercom call fima 0000 00:00 00:00 0000 00:00 00:00
ACD Average ouigeing call time 0000 00:00 00:00 0000 00:00 00:00
ACD Calls transfarad in 0 ] ] o 0 0
ACD Calls transfamad out 0 0 0 o 0 ]
ACD Calls inguirad 1 1] 1 a 1 o
ACD Averaga held on time 0020 00:00 00:20 0000 0020 00:00
ACD Longest hald on time 0029 00:00 00:20 0000 0020 00:00
ACD RNA calls 0 0 0 0 0 0
ACD Avaraga RNAwait time 00:00 00:00 00:00 0000 00:00 00:00
ACD Longast RNA walt time 00:00 00:00 00:00 00:00 00:00 00:00
ACD Longast answarad call tima 0132 02:13 01:48 02:13 0148 01:23
ACD Longest intercom call fima 0000 | 0000 | 0000 | 0000 | 0000 | OG:00
ACD Longest outgaing call time 00:00 00:00 00:00 00:00 00:00 00:00
ACD Numbar of short calls 1 0 1 0 1 0
ACD Number of long calls 0 1 1 o o
ACD GOS. (%) 750 750 835 750 833 1000

The call statistics parameters available are as follows:

Number of incoming calls that were answered.

Number of internal/intercom calls made/received by extensions.
Number of outgoing calls.

Average or Total call time of the answered calls (includes wrap up time).

Average or Total real talk time (this excludes hold and wrapping up time) of the
answered calls.

Average or Total wrap up time of the answered calls.
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Average or Total call time of the internal/intercom calls.
Average or Total call time of the outgoing calls.

Average or Total real talk time (this excludes hold and wrapping up time) of the
outgoing calls.

Number of answered calls that were transferred from another extension/agent.
Number of answered calls that were transferred to another extension/agent.
Number of answered calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Longest holding time of these held calls.

Number of callsthat rang at an extension but was not answered at the extension.
Average or Total ringing time of these Ring No Answer calls.

Longest ringing time of these Ring No Answer calls.

Longest call time of the answered calls (includes wrap up time).

Longest real talk time (this excludes hold and wrapping up time) of the answered
cals.

Longest wrap up time of the answered calls.
Longest call time of the internal/intercom calls.
Longest call time of the outgoing calls.

Longest real talk time (this excludes hold and wrapping up time) of the outgoing
cals.

Number of incoming and outgoing calls whose call time was below a short call
analysis threshold.

Number of incoming and outgoing calls whose call time was above along call
analysis threshold.

The GOS for the extension group.

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the width of a page or there are
too many statistics parametersto fit in the height of a page.
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Extension Group Traffic Report

An extension group traffic report provides historical call statistics data for each
extension group within a selected extension super group.

The report can display ACD cals only, Non ACD calls only or both ACD and Non

24 Hour : Page 22 of 40
START:Tuesday  04/06/04 16:31 Demansiration on
STOP: Tuesday  04/06/04 18:59 Insight CTX+ Samples 04/07/04
Extension Group Traffic for All Extensions Part 10f 1

Extansion Group Al Extensicns

ACD Calls answarad 72

ACD Calls inarcom o

ACD Calls outgoing 0

ACD Avarage answarad call ima mz22

ACD Avarage ineercom call ima 0000

ACD Avarage cutgoing call ime 0000

ACD Calls ransfarrad in o

ACD Calls ransfarrad out g

ACD Calls inquirad 8

ACD Avarage hald on time 00:53

ACD Lengest hald cn tima moe

ACD BNA calls 0

ACD Avarage RMNA wait time 00200

ACD Lengest RNA wait time 0000

ACD Lengest answarad call ima 0213

ACD Lengest intercem call time 00:00

ACD Lengest outgeing call ime 0000

AGD Numbar of short calls 1

AGD Number of long calls 2

ACD G.O.S5. (%) 1.9

The call statistics parameters available are as follows:

Number of incoming calls that were answered.

Number of internal/intercom calls made/received by extensions.
Number of outgoing calls.

Average or Total call time of the answered calls (includes wrap up time).

Average or Total real talk time (this excludes hold and wrapping up time) of the
answered calls.

Average or Total wrap up time of the answered calls.
Average or Total call time of the internal/intercom calls.
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Average or Total call time of the outgoing calls.

Average or Total real talk time (this excludes hold and wrapping up time) of the
outgoing calls.

Number of answered calls that were transferred from another extension/agent.
Number of answered calls that were transferred to another extension/agent.
Number of answered calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Longest holding time of these held calls.

Number of callsthat rang at an extension but was not answered at the extension.
Average or Total ringing time of these Ring No Answer calls.

Longest ringing time of these Ring No Answer calls.

Longest call time of the answered calls (includes wrap up time).

Longest real talk time (this excludes hold and wrapping up time) of the answered
cals.

Longest wrap up time of the answered calls.
Longest call time of the internal/intercom calls.
Longest call time of the outgoing calls.

Longest real talk time (this excludes hold and wrapping up time) of the outgoing
cals.

Number of incoming and outgoing calls whose call time was below a short call
analysis threshold.

Number of incoming and outgoing calls whose call time was above along call
analysis threshold.

The GOS for the extension group.

Thereport is presented in an extension group per column format. Pagination of the
report will occur if either there are too many extension groupsto fit in the width of a
page or there are too many statistics parametersto fit in the height of a page.
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Extension Traffic Profile Report

An extension traffic profile report provides historical call statistics datafor a selected
extension presented in a series of uniform time bands. The interval time governing the
time bands can be any number of minutes, hours, days, or weeks up to 250.

The report can display ACD cals only, Non ACD calls only or both ACD and Non

ACD cals.
24 Hour - Page 23 of 40
STAAT:Tuesday  04/06/04 16:31 I?emonstrauon on
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Extension Traffic Profile for Extn No. 1 Part 1 of 1
ACD Total ACD Answarad ACD Arswarad Transiar ACD Parfommanca
Pariod Avg. ¥ Avg.  [TransforlTransfa Avg. | Short | Lo “ e
Cals | s | us | G | T | | ou || Vel | cais | ca | 808
BAI00 | 1 0132 | 307 1 0152 | 0 0 0 0000 O 0 | 1000
16:3600 | 1 0103 | 21.0 1 0108 | 0 0 o |oo00| o 0 | 1000
154100 | 2 0122 | 54.7 2 o122 | 0 0 o o000 | o 0 | 1woo
16:4800 | 1 01:03 | 21.0 1 0103 | 0 0 o |oooo| o 0 | 1000
165100 | 2 0122 | 547 2 0122 | 0 0 o |ooo| o 0 | 1000
16:5600 | © 00:00 | 0.0 o |oo0o| o 0 o |ooo| o 0 | 1000

The call statistics parameters available are as follows:

Total number of calls (thisisasummation of the selected call categories within the
report).

Average or Total handling time of these calls.

Percentage of time the extension was busy on these calls during each time band.
Number of incoming calls that were answered.

Average or Total call time of these answered calls (this includes wrap up time).

Average or Total real talk time (this excludes hold and wrapping up time) of these
answered calls.
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Average or Total wrap up time of these answered calls.

Number of incoming calls that were transferred from another extension/agent.
Number of incoming calls that were transferred to another extension/agent.
Number of incoming calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Number of callsthat rang at the extension but were not answered at the extension.
Average or Total ringing time of these Ring No Answer calls.

Number of internal/intercom calls made/received by the extension.

Average or Total call time of these intercom calls.

Number of outgoing calls made by the extension.

Average or Total call time of these outgoing calls.

Average or Total real talk time (this excludes hold and wrapping up time) of these
outgoing calls.

Number of incoming and outgoing calls whose call time was below the short call
analysis threshold.

Number of incoming and outgoing calls whose call time was above the long call
analysis threshold.

The GOS for the extension.
Number of times the extension logged on as an agent during each time band.

The percentage of time the extension was logged on as an agent during each time
band.

Number of times the extension went into each of the 12 unavailable states during
each time band.

The percentage of time the extension was unavailable during each time band.

Thereport is presented in atime band per row format. Pagination of the report will
occur if either there are too many time bands to fit in the height of a page or there are
too many statistics parameters to fit in the width of a page.
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Extension Traffic Report

An extension traffic report provides historical call statistics data for each extension
within a selected extension group. The report can display ACD calls only, Non ACD
calsonly or both ACD and Non ACD calls.

24 Hour - Page 24 of 40
START:Tuesday  04/08/04 16:31 Demonstration on
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Extension Traffic for Sales Part 1011
ACD Total ACD Answarad ACD Answarad Transfar ACD Parformanca
Extn. . Avg. ¥ o Avg. |TransfarTransfar| Avg. | Short | Long
Cals | Tima |uso| ©™ | 'cai | n | out |"™MY| bald | cals | cans | 598
E3200: Bxtn No. 0 ] 0121 |383| 8 ERE o 3 [ 0028 3 z | a5
E3201: Extn No. 1 7 o118 | 925 7 o8| o 0 o |oo00| o 0 | 1000
E3202: Bxtn No. 2 ] 0 |520| 10 |0z | o 0 0 |oog0| o 0| 1000
Total 2 0123 [41.0] 25 [o123] © 0 3 |20 3 2 | 800

The call statistics parameters available are as follows:

Total number of calls (thisisasummation of the selected call categories within the
report).
Average or Total handling time of these calls.

Percentage of time the extension was busy on these calls. Note that this percentage
is normalized to the shift that you collated the report with.

Number of incoming calls that were answered.
Average or Total call time of these answered calls (this includes wrap up time).

Average or Total real talk time (this excludes hold and wrapping up time) of these
answered calls.

Average or Total wrap up time of these answered calls.
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Number of incoming calls that were transferred from another extension/agent.
Number of incoming calls that were transferred to another extension/agent.
Number of incoming calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Number of callsthat rang at the extension but were not answered at the extension.
Average or Total ringing time of these Ring No Answer calls.

Number of internal/intercom calls made/received by the extension.

Average or Total call time of these intercom calls.

Number of outgoing calls made by the extension.

Average or Total call time of these outgoing calls.

Average or Total real talk time (excludes hold and wrap time) of these outgoing
cals.

Number of incoming and outgoing calls whose call time was below the short call
analysis threshold.

Number of incoming and outgoing calls whose call time was above the long call
analysis threshold.

The GOS for the extension.
Number of times the extension logged on as an agent during the period of analysis.

The percentage of time the extension was logged on as an agent during the period
of analysis.

Number of times the extension went into each of the 12 unavailable states during
the period of analysis.

The percentage of time the extension was unavailable during the period of
analysis.

Thereport is presented in an extension per row format with atotals entry for the whole
group being presented at the bottom of the report.
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Extension Utilization Profile Report

An extension utilization profile report provides historical time utilization data for a
selected extension presented in a series of uniform time bands. The interval time

governing the time bands can be any number of minutes, hours, days, or weeks up to
250.

Note that the times are either shown as a percentage normalized to the shift that you
collated the report with or as atotal time. The report can display ACD calls only, Non
ACD callsonly or both ACD and Non ACD cadlls.

24 Hour ? Page 25 of 40
START:Tuesday  04/06/04 16:31 Demonstration on
STOP: Tuesday  04/06/04 16:58 Insight CTX+ Samples 04/07/04
Extension Utilization Profile for Extn No. 1 | Part 1 of 1
Pariod % ACD Call Tima Yo Av allability % ACD RNA
Inc Out Int Wrap | UnAv | Busy ldla Inc Int
16:31:00 30.7 0.0 0.0 4.3 0.0 o7 837 27 0.0

16:36:00 | 217 0.0 0.0 3.3 0.0 13 13.0 40 0.0
16:41:00 [ 540 0.0 0.0 33 0.0 20 a7 27 0.0
16:46:00 | 217 0.0 0.0 3.3 0.0 1
16:51:00 | 540 0.0 0.0 33 0.0 2
16:56:00 | 20.4 0.0 0.0 0.0 0.0 1

The parameters available are as follows:

» Thetime spent handling incoming calls. This time includes the talk time plus any
time spent on hold. This time does not include the amount of time calls were
ringing at the extension before being answered.

« Thetime spent handling outgoing calls. Thistime includes the talk time plus any
time spent on hold.
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« Thetime spent handling internal/intercom calls. Thistime includes the talk time
plus any time spent on hold. This time does not include the amount of time calls
were ringing at the extension before being answered.

+ Thetime spent with incoming calls on hold.

« Thetime spent with outgoing calls on hold.

+ Thetime spent with internal/intercom calls on hold.
« Thetime spent in wrap up.

» Thetime spent in each of the 12 unavailable states.

« Thetime spent being busy, i.e. unavailable for some reason to take calls. Thisis
usually due to setting up an outgoing call or leaving the handset off hook.

« Thetime spentidle.

» Thetime spent with external callsringing at the extension (Inc RNA).
« Thetime spent with internal calls ringing at the extension (Int RNA).
« Thetime spent logged on.

» Thetime spent logged off.

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the height of a page or there are
too many statistics parameters to fit in the width of a page.
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Extension Utilization Report

An extension utilization report provides historical time utilization data for each
extension within a selected extension group. Note that the times are shown either asa
percentage normalized to the shift that you collated the report with or asthe total time.

The report can display ACD cals only, Non ACD calls only or both ACD and Non

ACD cdls.

Insight CIX Reporting Package
Extension Based Reports

24 Hour - Page 26 of 40
START-Tuesday ~ O4/08/04 16:31 Demanstration on
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Extension Utilization for Sales Part 1 of 1
B S ACD Gall Tima 5. Availability % ACD RNA
Inc Qut Int Wrap | UnAv | Busy kila Inc Int
E&200: ExinNo. 0 410 | 00 0.0 21 | 00 | 60 | 160 | &8 0.0
E3201: ExtnNo. 1 357 | 00 00 | 32 | 00 | 14 | 185 | a3 0.0
E3202: ExtnNo. 2 543 | 0D 0.0 61 | 00 | o8 | 121 | 7 0.0
Total 1B6 | 00 00 | 38 | 00 | 27 | 165 | 58 0.0

The parameters available are as follows:

» Thetime spent handling incoming calls. This time includes the talk time plus any
time spent on hold. This time does not include the amount of time calls were
ringing at the extension before being answered.

« Thetime spent handling outgoing calls. Thistime includes the talk time plus any
time spent on hold.

« Thetime spent handling internal/intercom calls. Thistime includes the talk time
plus any time spent on hold. This time does not include the amount of time calls

were ringing at the extension before being answered.
+ Thetime spent with incoming calls on hold.
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The time spent with outgoing calls on hold.

The time spent with internal/intercom calls on hold
The time spent in wrap up.

The time spent in each of the 12 unavailable states.

The time spent being busy, i.e. unavailable for some reason to take calls. Thisis
usualy due to setting up an outgoing call or leaving the handset off hook.

Thetime spent idle.

The time spent with external callsringing at the extension (Inc RNA).
The time spent with internal calls ringing at the extension (Int RNA)
The time spent logged on.

The time spent logged off.

Thereport is presented in an extension per row format with atotals entry for the whole
group being presented at the bottom of the report. Note that the totals entry for each
column is the average of all the extensionsin the group. Pagination of the report will
occur if either there are too many extensionsto fit in the height of a page or there are
too many statistics parameters to fit in the width of a page.
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Forecasting Reports

Forecasting Profile Report

A forecasting report calculates the actual number of calls, average call time, average
wait time and number of available agents over a series of uniform time bands using
specified line and agent groups. It then provides an estimate of how one of these
parameters would vary depending on specific modifications made to the other three.
The specified modifications can be applied individually - resulting in a series of
estimates per time band, or they can be applied collectively - resulting in asingle
estimate per time band. Theinterval time governing the time bands can be any number
of minutes, hours, days, or weeks up to 250.

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the width of a page or there are
too many modifications to fit in the height of a page.

24 Hour : Page 27 of 40
START:Tuesday  O4/0B/0< 16:31 Demonstration on

STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04

Forecasting Profile Report [ Pantati
D4/06/04 | 040604 | D4/06/0¢ | 040804 | 04/08/04 | 04/06/04
16:31:00 | 1B:36:200 | 16:41:00 | 16:46:00 | 16:51:00 | 16:56:00

As Originally Calaulated 120 120 120 120 120 120
Calls +10% 10.8 125 126 125 126 108
Avarage Call Time -20 sacond(s) 09 95 08 05 0.8 95

Using Parameters derived from:
Line Group {All Line (GO end ISDN)), Agent Group [All Agents)
Modifications applied individually:

Calls +10%

Aversge Gall Time -20 sscondis)

Calculating:

Avsilable Agents

Note: if n‘a appears in a field in the repart above, that parametar could not be calculated.
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Forecasting Report

A forecasting report calculates the actual number of calls, average cal time, average
wait time and number of available agents over a specified time period using specified
line and agent groups. It then provides an estimate of how one of these parameters
would vary depending on specific modifications made to the other three. The specified
modifications can be applied individually - resulting in a series of estimates, or they
can be applied collectively - resulting in asingle estimate.

The report is presented in a modification per row format. Pagination of the report will
occur if there are too many modificationsto fit in the height of a page.

24 Hour : Page 28 of 40
START:Tuesday  04/06/04 16:31 Demonstration on
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Report [ Paiott
cale  |Pv-Call Tims wg. Wait Time[  Available [ Avg. Wrapup [ Avg. Unavail
Fer (hh:jmm:ss (hh:jmm:ss Agents (hh:jmm:ss | (bh:jmm:ss
As Originally Calculated 72 0121 00:11 120 0000 03:20
Calls +10%, 70 01:21 0011 128 0000 03:20
Avarage Call Tima -20 sacond(s) 72 01: 00:11 4.8 00:00 08:20

Using Parameters derived from:

Line Group {All Lines (GO and ISDHJ}, Agent Group [All Agants]
Modifications applied individually:

Calls +10%

Average Call Time -20 sacond(s)

Caleulating:

Available Agents

Nate: if e sppsars in & fiek In the rspart sbove, thet parsmeter could ot be cakaulsied,
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Line Group Event Report

A line group event report provides an event/call trace for a selected line group.The
report can display ACD callsonly, Non ACD calls only or both ACD and Non ACD
cals.

Insight CIX Reporting Package

24 Hour
START: Tuesday 04/06/04 16:31

Demonstration

Page 29 of 40
on

STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04

Line Group Events for All Lines (CO and ISDN) Part 10f 1

Lna Evant Typa Byant |Duration] Wall loa Time| Som™ec! | Queva |  Diaed Dights
(0016 | ACD ABANDONED | 163158 | 00&7 | 0037 | 0000 “AcEounts
(0002 | ACD ABANDONED | 163221 | 0130 | ;180 | oo Acsounts
(0015 | ACDABANDONED | 16:32333 | 0035 | 0035 | 0000 Aczounts
(0005 | ACDABANDONED | 16:35:21 | 00:40 | 00:40 | 0000 Acounts
(0016 | ACDABANDONED | 1641358 | 0047 | 0047 | 0000 Accounts
(5002 | ACDABANDONED | 164221 | 0130 | ;130 | oodo Accounts
(0015 | ACDABANDONED | 16423 | 0035 | 0035 | 0000 Accounts
(5005 | ACDABANDONED | 164521 | 00:40 | 00340 | 00O Aczounts
(5016 | ACDABANDONED | 165158 | 007 | 0047 | o000 Aczounts
(9002 | ACDABANDONED | 165221 | 1130 | 30 | 0000 Acsounts
(o015 | ACD ABANDONED | 1635233 | 0085 | 0035 | m0o0 Acsounts
(9005 | ACD ABANDONED | 165521 | 00:40 | 0040 | 00200 Acsounts

Line Based Reports

The following type of line events and call types are supported:

Line went busy on an incoming call.

Line went busy on an abandoned call.

Line went busy on acall which then overflowed to a non-ACD group.
Line went busy on an outgoing call.
The following call statisticsinformation is provided for each call event.

The number/name of the Line that call appeared on.

The number/name of the DID that was associated with the line.
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« The start time and date of the call.

+ Thetotal duration of the call.

+ Theamount of time the line was ringing.

« Theamount of call handling time (includes ring, talk, and hold time).
» Theamount of real talk time (excludes ring and hold time).

« Theamount of time the line was put on hold.

« The device number, name and group name of the device that the line was
connected to.

« The device number, name and group name of the queue that the call camein on.

« Thetransfer count, i.e. how many timesthis call was transferred between agents/
extensions.

« Thedialed digitsfor the call. In the case of incoming callsthe CLI for call will be
displayed here.

Thereport is presented in a call event per row format. Pagination of the report will
occur if either there are too many call eventsto fit in the height of a page or there are
too many statistics parameters to fit in the width of a page.
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Line Group Traffic Profile Report

A line group traffic profile report provides historical call statistics datafor a selected
line group presented in aseries of uniform time bands. Theinterval time governing the
time bands can be any number of minutes, hours, days, or weeks up to 250.

The report can display ACD cals only, Non ACD calls only or both.

The call statistics parameters available are as follows:
Number of calls offered.
Number of incoming calls that were answered.
Number of incoming calls that abandoned before being answered.
Percentage of incoming calls abandoned.
Number of outgoing calls.
Average or Total call time of the answered calls.
Average or Total real talk time (excludes ring and hold time) of answered calls.
Average or Total waiting time of the answered calls.

Insight CIX Reporting Package

Line Based Reports

24 Hour : Page 30 of 40
START: Tuesday 04/06/04 16:31 Dem il an
STOP: Tuesday 0406104 16:58 Insight CTX+ Samples 04/07/04
Line Group Traffic Profile for Service Provider A Part 10f 2

Pariod 16:31:00 | 16:36:00 | 16:41:00 | 16:46:00 | 1651:00 | 16:56:00

ACD Calls oftarad 7 13 10 13 10 ]

ACD Calls answarad 6 12 9 12 g 5

ACD Calls abandonad 1 1 1 1 1 1

ACD Calls abandonad (¥} 14.3 77 100 77 10.0 1867

ACD Calls oulgoing o o 0 0 o o

ACD Average answarad call ima 01:21 021 01:21 0121 021 013

ACD Average answarad wait time 0011 00:12 00:11 00:12 00:11 00:00

ACD Avarage abandoned wait tima 01:30 00:20 01:30 00:40 01:30 00:40

ACD Avarage cutgoing call ima 00:00 00:00 00:00 00:00 0000 00:00

ACD Calls ovarflowad 0 o 0 0 o 0

ACD Average overflow wait time 00:00 00:00 00:00 00:00 00:00 00:00

ACD Calls transferrad 0 o 0 o o o

ACD Calls inguirad 1 2 1 2 0

ACD Avarage hald time 00:40 o008 00:4% 01:08 00:40 00:00

ACD Lengest hald time 01:08 o008 01:08 01:08 0108 00:00

ACD Avarage transfar count 0.0 o0 0.0 0.0 0o 0.0

ACD Maximum transfar count 0 o 0 0 o o

ACD Longest answarad call tima 02:m 0211 02:01 a2:11 0201 01:53

ACD Longest answarad wait ime 00:16 0021 00:18 o0:21 00:16 00:13

ACD Lengest abandonad wait time 01:30 00:40 01:30 00:40 01:30 00:40

ACD Longest outgoing call time 00:00 00:00 00:00 00:00 00:00 00:00
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Average or Total waiting time of the abandoned calls.
Average or Total call time of the outgoing calls.
Average or Total real talk time (excludes ring and hold time) of outgoing calls.

Number of incoming calls that overflowed to anon ACD group before being
answered or abandoned.

Average or Total waiting time of these overflowed calls.

Number of answered calls that were transferred to other extensions/agents.
Number of answered calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Longest holding time of these held calls.

Of those calls that were transferred, the average number of times the calls were
transferred.

Of transferred calls, the maximum number of times a call was transferred.
Longest call time of the answered calls.

Longest real talk time (this excludes ring and hold time) of the answered calls.
Longest waiting time of the answered calls.

Longest waiting time of the abandoned calls.

Longest call time of the outgoing calls.

Longest real talk time (this excludes ring and hold time) of the outgoing calls.

Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

The GOS for the line group (abandoned calls included).
The GOS for the line group (abandoned calls excluded).
Number of erlangs of traffic on the line group.

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the width of a page or there are
too many statistics parameters to fit in the height of a page.
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Line Group Traffic Report

A line group traffic report provides historical call statistics datafor each line group
within a selected line super group.

The report can display ACD calls only, Non ACD calls only or both ACD and Non

ACD calls.
24 Hour : Page 33 of 40
START:Tuesday  04/06/04 16:31 e T Eb ] on
STOP: Tuesday  04/08/04 16:58 Insight CTX+ Samples 04/07/04
Line Group Traffic for All Line Groups Part 2 of 2

Lina Group Sarvica grwi(ler S@Nim:rwider

Targat answar tima 20 20

ACD Leng waits including abandonad 8 10

ACD Long waits axcluding abandonad 2 4

ACD G.O.S. (inc. abandonad] (%) Ba0 834

ACD G.O.S. (exd. abandonad] (%) 89.5 2.5

ACD Edangs 12 3.1

The call statistics parameters available are asfollows:

Number of calls offered.

Number of incoming calls that were answered.

Number of incoming calls that abandoned before being answered.
Percentage of incoming calls abandoned.

Number of outgoing calls.

Average or Total call time of the answered calls.

Average or Total real talk time (this excludes ring and hold time) of the answered
cals.
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Average or Total waiting time of the answered calls.

Average or Total waiting time of the abandoned calls.

Average or Total call time of the outgoing calls.

Average or Total real talk time (excludes ring and hold time) of outgoing calls.

Number of incoming calls that overflowed to anon ACD group before being
answered or abandoned.

Average or Total waiting time of these overflowed calls.

Number of answered calls that were transferred to other extensions/agents.
Number of answered calls that were placed on inquiry hold.

Average or Total holding time of these held calls.

Longest holding time of these held calls.

Of transferred calls, the average number of times the calls were transferred.

Of those calls that were transferred, the maximum number of times a call was
transferred.

Longest call time of the answered calls.

Longest real talk time (this excludes ring and hold time) of the answered calls.
Longest waiting time of the answered calls.

L ongest waiting time of the abandoned calls.

Longest call time of the outgoing calls.

Longest real talk time (this excludes ring and hold time) of the outgoing calls.

Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

The GOS for each line group (abandoned calls included).
The GOS for each line group (abandoned calls excluded).
Number of erlangs of traffic on each line group.

Thereport is presented in aline group per column format. Pagination of the report will
occur if either there are too many line groups to fit in the width of a page or there are
too many statistics parametersto fit in the height of a page.
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Line Traffic Report

Insight CIX Reporting Package

Line Based Reports

A linetraffic report provides historical call statistics data for each line within a
selected line group. The report can display ACD calls only, Non ACD calls only or

both ACD and Non ACD calls.

Page 350140
on
04/07/04

24 Hour -
START:Tuesday ~ 04/06/04 16:31 Demonstration
STOP: Tuesday 04/06/04 16:58 Insight CTX+ Samples
Line Traffic for Service Provider B | Part2of 2
ACD Abandenad  [Non ACD Abandonad]  ACD Outgeing Naon ACD Outgaing
Lina Avg = Avg, Avg a
Calls Wait Calls Wait Calls Time Calls Time
LO00 o 00:00 0 0000 0 00:00 ] 00:26
Log11 o 00:00 0 0000 0 00:00 o 00:00
Lag2 0 00:00 0 0000 0 00:00 2 01:2¢
LO013 0 00:00 0 0000 0 00:00 0 00:00
Lo+ 0 00:00 0 0000 ] 00:00 0 00:00
LOam5 3 00:35 a 0000 ] 00:00 5 0044
LatG 3 00:37 0 00:00 0 00:00 0 00:00
Lam7 o 0000 ] 0000 0 00:00 o 00:00
Lamg o 00:00 0 00:00 0 00:00 o 00:00
Loma o 00:00 0 0000 0 00:00 2 02:12
Lag20 o 3000 0 0000 0 00:00 5 01:50
Lao21 0 00:00 0 0000 0 00:00 2 0138
Lagz22 0 00:00 0 0000 0 00:00 ] 00:53
Lao23 ] 00:00 0 0000 0 00:00 8 01:58
Total 8 00:36 0 0000 0 00:00 36 01:20

The call statistics parameters available are as follows:

Total number of calls (thisis asummation of the selected call categories within the

report).

Average or Total handling time of these calls.

Percentage of time the line was allocated to these calls. Note that this percentageis
normalized to the shift that you collated the report with.

Number of incoming calls that were answered.
Average or Total waiting time of these answered calls.
Average or Total call time of these answered calls.
Average or Total real talk time (this excludes ring and hold time) of these answered

calls.
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« Number of answered calls that were put on hold.

» Average or Total holding time of these held calls.

» Number of incoming calls that abandoned before being answered.
» Average or Total waiting time of these abandoned calls.

»  Number of incoming calls that overflowed to anon ACD group before being
answered or abandoned.

» Average or Total waiting time of these overflowed calls.
«  Number of outgoing calls.
« Averageor Tota call time of these outgoing calls.

» Averageor Total real talk time (this excludes ring and hold time) of these outgoing
cals.

Thereport is presented in aline per row format with atotals entry for the whole group
being presented at the bottom of the report. Pagination of the report will occur if either
there are too many linesto fit in the height of a page or there are too many statistics
parametersto fit in the width of a page.
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Queue Based Reports

Queue Group Traffic Profile Report

A queue group traffic profile report provides historical cal statistics datafor aselected
queue group presented in a series of uniform time bands. The interval time governing
the time bands can be any number of minutes, hours, days, or weeks up to 250. The

report displays ACD calls only.
24 Hour 2 Page 36 of £0
START:Tuesday 04/06/04 16:31 I_JemonStra"on on
STOP: Tuesday  O4/06/04 16:59 Insight CTX+ Samples 04/07/04
Queue Group Tratfic Profile for All Queues Part 1 of 1

Pariod 163100 | 16:36:00 | 16:41:00 | 16:46:00 | 16:51:00 | 16:56:00

ACD Calls offarad 17 14 18 14 18 1

ACD Calls answarad 14 13 15 13 15 10

ACD Calls abandonad 3 1 3 1 3 1

ACD Calls Ovarflowad In o ] 0 o 0 o

ACD Cvarflowad Out o ] o o 0 o

ACD Avarage answorad wait time 00:08 0012 00:09 0012 00:08 0012

ACD Averaga abandonad wait tima 00:53 00:38 00:53 0038 00e53 00:39

ACD Longest answarad wait tima 00:16 0018 00:18 0019 0018 00:19

ACD Longast abandened wait time 01:28 0038 0129 00:30 01:28 00:39

Targat answar tima o a o 0 1] o

ACD Long waits including sbandonad o 0 o o 0 o

ACD Long waits sxduding abandoned o 0 o o 0 o

ACD G.0.5. (inc. abandonad) (%) 100.0 1000 100.0 100.0 100.0 100.0

ACD G.O.5. (excl. abandonad) (%) 100.0 1000 100.0 100.0 100.0 100.0

The call statistics parameters available are as follows:

» Number of calls offered.

«  Number of incoming calls that were answered.

» Number of incoming calls that abandoned before being answered.
« Number of incoming calls that overflowed into the queue.

« Number of callsthat overflowed out of the queue.

» Average or Total waiting time of the answered calls.
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Average or Total waiting time of the abandoned calls.
Longest waiting time of the answered calls.
Longest waiting time of the abandoned calls.

Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

The GOS (abandoned calls included).
The GOS (abandoned calls excluded).

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the width of a page or there are
too many statistics parameters to fit in the height of a page.

58

Insight CIX Sample Report Guide 05/05



Insight CIX Reporting Package
Queue Based Reports

Queue Group Traffic Report

A queue group traffic report provides historical call statistics datafor each queue

within a selected queue group. The report displays ACD calls only.

24 Hour - Page 37 of 40
START:Tuesday  O4/06/04 16:31 Demonstration on
STOP: Tuesday  O4/06/04 16:59 Insight CTX+ Samples 04/07/04
Queue Group Traffic for All Queues Part1of 1

Quaug Sales Support Admin Accounts

ACD Calls offarad 28 26 26 12

ACD Calls answarad 22 26 28 0

ACD Calls abandonad ] 0 ] 12

ACD Calls Ovarflowad In o 0 0 0

ACD Ovarflowad Out o 0 0 0

ACD Aveoraga answarad wait ima 00:12 00:00 0000 00:00

ACD Averaga abandoned wait tima 00:00 00:00 00:00 00:50

ACD Longest answarad wait time 0018 0014 0018 00:00

ACD Longas: abandonad wait ime 00:00 00:00 00:00 01:20

Target answar tima 1] 0 0 1]

ACD Leng waits including abandonad o 0 0 0

ACD Long waits axcluding abandonad o 0 0 0

ACD G.0.5. (inc. abandonad) (%) 100.0 100.0 1000 100.0

ACD G.0.5. (axcl. abandonad) (%) 100.0 100.0 1000 100.0

The call statistics parameters available are as follows:

Number of calls offered.
Number of incoming calls that were answered.

Number of incoming calls that abandoned before being answered.

Number of incoming calls that overflowed into the queue.
Number of callsthat overflowed out of the queue.
Average or Total waiting time of the answered calls.
Average or Total waiting time of the abandoned calls.
Longest waiting time of the answered calls.

Longest waiting time of the abandoned calls.
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« Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

» Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

» The GOS (abandoned calls included).
+ The GOS (abandoned calls excluded).

Thereport is presented in aqueue number per column format. Pagination of the report
will occur if either there are too many queues to fit in the width of a page or there are
too many statistics parametersto fit in the height of a page.
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Queue Super Group Traffic Report

A queue super group traffic report provides historical call statistics datafor each
queue group within a selected queue super group. The report displays ACD callsonly.

24 Hour - Page 38 of 40
START:Tuesday  04/06/04 16:31 DemonSiation on
STOP: Tuesday  04/06/04 168:59 Insight CTX+ Samples 04/07/04
Queue Super Group Traffic for All Queue Groups Part 1 of 1

Quaua All Quauas

ACD Calls offarad a2

ACD Calls answarad a0

ACD Calls abandonad 12

ACD Calls Ovarflowad In 0

ACD Ovarflowad Cut

ACD Average answerad wait tima 00:10

ACD Avarage abandonad wait tima 00:50

ACD Longast answarad wait tima 00:18

ACD Longest abandonad walt tima 01:20

Targst answar tima 1]

ACD Long waits induding abandonad 0

ACD Long waits axcluding abandanad 1]

ACD G.0.S. (inc. abandonad) (%) 1000

ACD G.0O.S. (excl. abandonad) (%) 100.0

The call statistics parameters available are as follows:

Number of calls offered.
Number of incoming calls that were answered.

Number of incoming calls that abandoned before being answered.

Number of incoming calls that overflowed into the queue.
Number of callsthat overflowed out of the queue.
Average or Total waiting time of the answered calls.
Average or Total waiting time of the abandoned calls.
Longest waiting time of the answered calls.

Longest waiting time of the abandoned calls.
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« Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

» Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

» The GOS (abandoned calls included).
+ The GOS (abandoned calls excluded).

The report is presented in a queue group number per column format. Pagination of the
report will occur if either there are too many gqueue groups to fit in the width of a page
or there are too many statistics parameters to fit in the height of a page.
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Queue Traffic Profile Report

A queue traffic profile report provides historical call statistics data for a selected
queue presented in a series of uniform time bands. The interval time governing the
time bands can be any number of minutes, hours, days, or weeks up to 250. The report

displays ACD calls only.

The call statistics parameters available are as follows:

Insight CIX Reporting Package
Queue Based Reports

24 Hour - Page 39 of 40
START: Tuesday 04/06/04 16:31 .DEITIOI'ISU’EIIOI'I an
STOP: Tuesday  04/06/04 16:59 Insight CTX+ Samples 04/07/04
Queue Traffic Profile for Sales Part 1 of |
Pariod O4/06/04 | 04/08/04 | 04/06/04 | O4/06/04 | 04/06/04 | 04/06/04
16:31:00 | 16:36:00 | 16:41:00 | 16:46:00 | 16:51:00 | 16:56:00

ACD Calls offarad 5 5 5 5 5 3

ACD Calls answarad 5 5 5 5 5 3

ACD Calls abandonad o 0 0 o 0 ]

ACD Calls Ovarflowad In o] 0 0 o 0 o

ACD Ovarflowad Out 0 0 o 1] 0 0

ACD Avarage answarad wait time 0010 00:13 00:10 0o:13 00:10 0016

ACD Average abandenad wait time 00:00 00:00 00:00 0000 00:00 00:00

ACD Longest answarad wait tima 00:16 00:18 00:16 00:19 00:16 00:19

ACD Longest abandonad wait time 00:00 00:00 00:00 0000 00:00 00:00

Targat answar tima 1] o 0 1] 0 0

ACD Long waits including abandonad o ] ] o ] 1]

ACD Long waits sxduding abandonsd o 0 0 0 o 0

ACD G.0.8. (inc. abandonad) (%) 100.0 1000 100.0 1000 100.0 100.0

ACD G.0O.5. (axcl. abandonad] (%) 100.0 1000 1000 1000 100.0 100.0

Number of calls offered.
Number of incoming calls that were answered.

Number of incoming calls that abandoned before being answered.

Number of incoming calls that overflowed into the queue.

Number of callsthat overflowed out of the queue.

Average or Total waiting time of the answered calls.

Average or Total waiting time of the abandoned calls.

Longest waiting time of the answered calls.
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L ongest waiting time of the abandoned calls.

Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

The GOS (abandoned calls included).
The GOS (abandoned calls excluded).

Thereport is presented in atime band per column format. Pagination of the report will
occur if either there are too many time bands to fit in the width of a page or there are
too many statistics parametersto fit in the height of a page.
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Queue Traffic Report

A queue traffic report provides historical cal statistics datafor asingle queue.The

Insight CIX Reporting Package
Queue Based Reports

report displays ACD calls only.
24 Hour - Page 40 of 40
START:Tuesday  04/DB/4 16:31 Demonstration o
STOP: Tuesday  04/06/04 16:50 Insight CTX+ Samples 04/07/04

Queue Tratfic for Sales

Part 1 of |

Cuaus

Salas

ACD Calls offarad

ACD Calls answarad
ACD Calls abandonad
ACD Calls Ovarflowad In
ACD Ovarflowad Out

ACD Avarage answorad wait time
ACD Avarage abandonad wait tima

ACD Lengest answarad wait time
ACD Longest abandenod wait time

Targat answar time

ACD Long waits induding abandonad
ACD Long waits excluding abandonad
ACD 3.0.5. (inc. sbandonad) (%)
ACD .05, (axcl. abandonad] (%)

The call statistics parameters available are as follows:

« Number of calls offered.

«  Number of incoming calls that were answered.

«  Number of incoming calls that abandoned before being answered.

« Number of incoming calls that overflowed into the queue.

« Number of callsthat overflowed out of the queue.
» Average or Total waiting time of the answered calls.

» Average or Total waiting time of the abandoned calls.
» Longest waiting time of the answered calls.
» Longest waiting time of the abandoned calls.

Insight CIX Sample Report Guide 05/05
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« Number of calls whose waiting time exceeded the long wait analysis threshold
including those calls that were abandoned.

» Number of calls whose waiting time exceeded the long wait analysis threshold
excluding those calls that were abandoned.

» The GOS (abandoned calls included).
+ The GOS (abandoned calls excluded).

Pagination of the report will occur if there are too many statistics parametersto fit in
the height of a page.
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Glossary

This glossary defines terms frequently-used in the reports.

Term

Definition

ACD Calls

An ACD Call is a call that has been routed through a queue in it's
lifetime.

Account Code

While handling a telephone call it is possible for an extension/agent to
enter account codes to describe the nature of the call. Up to nine
digits can be entered per account code and 20 account codes can be
entered per call.

An analysis of account code usage is provided by the Insight
Reporter.

Agent

An agent is the telephone operative who handles calls at an
extension. Each Agent is identified by a PIN they use at the
extension. The PIN should uniquely identify the agent if Insight is to
give meaningful statistics concerning the activity of agents.

Agent Logged in Time

The amount or percentage time that an Agent has been logged in.

Average answered call time

The average time taken during the call time.

Average transfer count

Of those calls that were transferred, the average number of times the
calls were transferred.
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Term

Definition

Call Rate

The Call Rate is the number of calls taken/made per hour by an
agent. However, the time that the agent is logged on is taken into
account to give a more accurate figure.

The Call Rate is then worked out by dividing the number of calls by
the time logged on.

Calls Inquired

An Inquiry Call is a call that has been held and retrieved by the same
agent or extension.

Call time (for agents)

The time from the moment the call was answered until the call ended,
including the wrap-up and held time.

Call time (for lines)

The time from the moment the call was answered until the line was
freed.

Connect device

Displays the device at the other end of the speech path. For example,
a line or DID display would show agent or extension and an extension
or agent display would show line or DID for an incoming or outgoing.

Connect group

Displays the name of the group assigned to the destination device to
which the source is connected.

Dialed digits

Displays phone numbers of incoming and outgoing calls. Inbound
caller ID requires the source to be provided by the CO.

DID

A DID is a dynamic numerical attribute associated with an incoming
call. It can be used to route calls and to identify call volumes.

Erlangs

One erlang of call traffic means that on average one line was in use
all the time over the period of analysis. One erlang of traffic could be
reinterpreted as two lines in use for 50% of the time, or four lines in
use for 25% of the time, etc.

Extension

An extension is the physical telephone handset at which an agent can
receive incoming calls, make outgoing calls or handle other forms of
internal telephony traffic.

Grade of Service (GOS)

Agents/Extensions

Percentage of calls whose handling time was between a short call
threshold and a long call threshold. The concept is also applicable to
extension groups and agent groups.
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Term

Definition

GOS, Grade of Service (for
Line Groups and
DIDs)including abandoned
calls

Percentage of calls answered within the target answer time. This is
related to the time set in the statistical analysis threshold for that
device. For example, if three minutes was set in the alarm, three
minutes = the Target Answer Time. This is set using the Configurator.

Long Waits including abandoned
GOS = x 100%
Calls Offered

GOS, Grade of Service (for
Extensions and Agents)

Percentage of calls whose handling time was between a short call
threshold and a long call threshold. The concept is also applicable to
extension groups and agent groups.

Total Handled Calls — (Long Calls + Short Calls)
GOS = x 100%
Total Handled Calls

Held time

The time for which a call was on hold.

Intercom call

A telephone call internal to the telephone system.

Line/DID/Queue Grade of
Service excluding
abandoned calls

The number of long waits is defined as the number of times the wait
time threshold has been exceeded (set in the configurator). Where
the threshold time has been disabled (by entering 0), the GOS will
always be 100%. Both the long waits and number of calls must be in
the same time frame, i.e., within the interval time or daily.

Total Calls — Long Waits Calls
GOS= x 100%
Calls Offered — Abandoned Calls

Line

In the context of Insight MIS, a line represents either one of your
external trunks connected to the switch being monitored or one of
your network tie lines connecting the monitored switch to some other
external switch. Each line can handle only one telephone call at any
one time. These calls are denoted as incoming or outgoing calls
depending on whether the call originated outside or inside the
monitored switch.
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Long call ~ Transfer from

Term Definition
Long call A long call is one that lasts for more time than the long call threshold.
Number of calls whose waiting time exceeded the long wait analysis
Long waits threshold. Options are available to include or exclude abandoned

calls.

Maximum agents logged on

Maximum number of agents logged on during the report or profile
period.

Maximum transfer count

Of those calls that were transferred, the maximum number of times
the call was transferred.

Minimum agents logged on

Minimum number of agents logged on during the report or profile
period.

No. logon

Number of times the agent logged on during the period.

No. unavailable

Number of times the device became unavailable during the period.

Non ACD Calls

A Non ACD call is a call that has never been routed through a queue
in it’s lifetime

Queue

A queue is a virtual device within the telephone system used to route
calls to the appropriate destination

Ring No Answer (RNA)

Ring on call or Ring No Answer is a call which rings on a device and
then stops ringing before it is answered. There is a timer controlling
this which is programmable within the telephone system

Shifts are used both in Insight MIS and Insight Reporter to control the

Shift calculation of real time daily call statistics, wallboard display
management and historical report generation.

Short call A short call is one that lasts for less time than the short call threshold.

Talk time The time the agent was actually speaking to the caller. Total call time

minus held or wrap-up.

Target answer time

A reminder of the answer time the agents are looking to achieve.

Transfer from

Displays the agents name and number (or extension, if preferred)
from whom a call has been transferred.
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Transfer Pos ~ % unavailable

Term

Definition

Transfer Pos

Transfer position is the number of times a call has been transferred
before it reached this agent.

Transfer to

Displays the agents name and number (or extension, if preferred) to
whom a call has been transferred.

Transfer Count

The number of times a call has been transferred during it’s life.

Unavailable

When an agent is logged on but needs to stop taking incoming calls
temporarily, they can go into the unavailable (out of group) state.
When the agent is ready to take calls again they can go available (in
group) again.

Wait time

Shows the time a call was waiting to be answered.

Wrap time

The length of time the agent was in wrap-up.

Wrap Up

When an agent is about to finish a call, they can choose to go into
wrap-up before the call is terminated. This will leave the agent in the
wrap-up state thereby stopping further incoming calls being targeted
at the agent. While in wrap-up the agent can do any clerical work
associated with the call just taken. Once finished the agent can leave

the wrap up state so that they are ready to take further incoming calls.

Insight MIS tracks wrap up in real time and also provides historical
analysis of how much wrap up time each call required on a per agent
basis.

% logon

Percentage of time for which the agent was logged on.

% use (of activity)

Percentage of time each device was allocated to a particular activity,
such as answering incoming calls or making outgoing calls.

% unavailable

Percentage of time the device was unavailable.
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