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Reporting for Contact Center

Overview

Reporting for Contact Center (RCC) is an application that allows a Contact
Center Supervisor to view and record real time and historical data relating to
Contact Center operation and Agent behaviour. RCC is optional component of
Intelligent Contact Center.

Reporting for Contact Center has the flexibility to provide reporting information
from individual skillsets and agents, right through to any combination of
Agents and Skillsets.

Information can be displayed in either Real Time or Historical report formats.

Real Time information can also be displayed on multiple colour Wallboards
and ipView SoftBoards.

Reporting for Contact Center requires one PC to be used as a Web Host PC.
Any machine on the same network as the Web Host PC can access RCC by
using Internet Explorer. Providing that a user has the correct logon
credentials, any function can be performed from any PC.

NOTE: One PC on your network should be nominated as the Web Host PC.
Only install the Reporting for Contact Center application software onto this
single PC. All other PCs on your network from which Users wish to access the
Real Time Screens, Historical Reports or the Reporting for Contact Center
user interface must be equipped with Internet Explorer.

Reporting for Contact Center provides support for thirteen different languages.
This allows RCC users to use RCC in their preferred language. It also means
that from an English RCC user, information displayed on each of the
wallboards can all be in a mixture of the languages. The thirteen languages
are UK English, North American English, French, Canadian French, Latin
American Spanish, Spanish, Brazilian Portuguese, Dutch, German, Italian,
Norwegian, Danish and Swedish.

There are two types of users that can be configured in RCC: Users and
Administrators.  Users can be allowed to configure Wallboards and
SoftBoards and view real time and historical data but only Administrators have
full control over Users, Skillset assignments and fundamental settings for
RCC.
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Required Information

The following details are required before commencing installation and
configuration of RCC:

e The IP address of the BCM
e The IP address of the Web Host PC
e |P addresses for any wallboards to be configured
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Flow Chart

Follow the below process to install and configure Reporting for Contact
Center.

Ensure you have noted the relevant network information:
refer to the Required Information section of this guide.

\ 4

Ensure the Web Host PC meets the minimum specification:
refer to the Recommended Minimum PC Specification for
Reporting for Contact Center Web Host PC section of this
guide.

Review and check the installation pre-requisites: refer to the
Installation Pre-requisites section of this guide.

Install RCC: refer to the Installing Reporting for Contact
Center section of this guide.

A

Configure RCC to connect to the BCM: refer to the Starting
Reporting for Contact Center section of this guide.

A

Add Administrators/Users to RCC: refer to the Creating
Users in RCC section of this guide.

Assign Skillsets to the Administrators/Users: refer to the
Assigning Skillsets to Users section of this guide.

You are now ready to use RCC and view Real Time
information and Historical Reports.
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Recommended

Minimum PC Specification for

Reporting for Contact Center Web Host

IBM™ Compatible

Memory - 512 MB

PC

Microprocessor - Intel® PentiumTM IV (or equivalent) minimum
Microprocessor Speed — 1.7 GHz minimum

minimum (more memory should result in enhanced

performance, for example when generating reports)

TCP/IP protocol
SVGA display

Web Server — Inter

Hard Disk

Network Interface Card

Mouse (or other Windows®-compatible pointing device)

net Information Services 5.0 or later

Microsoft Internet Explorer version 6.0 Service Pack (SP1), or later

o RCC application installation: 1.4GB
o Recommended storage space for Historical data: 4GB

Historical Report Database

RCC stores Historical Report information in a standard Microsoft SQL Server
2005 Express database. If required, the SQL Server Express database can be
analysed through 3™ party reporting packages. However, software
development will have to be performed by the customer to achieve this.

Note: The database will

grow through time and, if the diagnostic logging

option is turned on, the log files will require extra disk space.

Operating System Compatibility

Reporting for Contact Center is verified for correct operation on the following

operating systems:

Operating System

Version

Windows 7

Professional, Ultimate, Enterprise 32/64 bit

Windows Vista

Business, Ultimate, and Enterprise SP2 (32-
bit and 64-bit)

Windows XP Professional

SP3

Windows Server 2008

Standard and Enterprise SP2

Windows Server 2008 R2

Enterprise 64 bit

Windows 2003 Server

Standard Edition, SP1

Note: 32-bit version operating systems only are supported unless stated

otherwise.
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Note: Reporting for Contact Center installation is supported on a single PC
installation per BCM, and is not intended to run on Cluster Servers like those
supported by Windows 2003 Enterprise.

Note: Please ensure that any Windows XP installations are fully updated to
Service Pack 3. Older versions may become unstable during the RCC
installation process.

Installation Pre-requisites

Before you install Reporting for Contact Center software, you must:

Ensure that Intelligent Contact Center is keycoded and configured.

Ensure that the Reporting for Contact Center keycode has been
applied to the BCM.

Ensure that the Contact Center platform is connected to, and is
operational on, the network to which the Reporting for Contact Center
Web Host PC is connected.

Ensure that the full suite of Microsoft Internet Information Services is
installed and operational on the Web Host PC, and that the Default
Web Site is enabled.

As the Reporting for Contact Center installation includes Microsoft .Net
Framework 2.0 ensure that Microsoft .Net Framework 1.2 is uninstalled
from the Web Host PC before installing Reporting for Contact Centre.
This is because Microsoft .Net Framework 1.2 is not compatible with
Microsoft SQL Server 2005 Express which is installed during the
Reporting for Contact Center installation.

The following versions of .Net Framework are compatible with RCC:
1.0,1.1, 2.0, 3.0, 3.5.

10
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Checking the .Net Framework Version

Use the following procedure to check and/or uninstall the incompatible

versions of .NET Framework installed on the Web Host PC:

1. From the Start menu, select Settings followed by Control Panel.

| B Control Panel

Settings

- & Metwaork Connections
/_) Search 2
':",."J Printers and Faxes

Help and Suppart a Taskbar and Start Menu

J=] Run...

=PI

Windows XP Professio
<

E‘] Shut Down... n 32 Co 1 |REC [TRE

I:ﬁ Start Microsoft PowerPoint ... h:i My Documents I [}» Cankro

2. Double-click on Add or Remove Programs.

& =

Accessibility  Add Hardware

&

Windows
Firewall

w 9 X R v 2 w

Administrative  Automatic  Date and Time Display Folder Options Fonts Game

Options Tools Updates Controllers
e tr 3
] < Y e fa | i: L
[E P 2 @ o) = e =
Inkel{R) Internet \Wireless Java Keyboard Mouse Metwork Phone and  Power Options  Printers and
Extre... Options Mebwark Set... Connections Modem ... Faxes

e 8 Y ¢ O 9 w ¥ @A &

Regional and  Scanners and  Scheduled Security Soundra Sounds and Speech Syskem Taskbar and  User Accounts
Language ... Cameras Tasks Center Audio Devices Start Menu

i) x
File Edit Yiew Favorites Tools Help | :,'
J Back - \_) - le | /..-jSearch i~ Folders =k x n | E'

address Iﬁf Contral Panel j Go
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3. View the list of programs installed on the PC. If Microsoft .NET
Framework 1.2 is listed, click on the Change/Remove button.

6 Add or Remove Programs =181 x|
Currently installed programs: [T Show updates Sort by: IName -

£l adobe Reader 7.0.8

Jize  B5.11ME 2

BCM Monitor Size 0.72ME
ﬁ! Crystal Reports for \MET Framework 2.0 (x88) Size  36.10MB
ﬁ! Intel{R) Extreme Graphics Driver

E& Intel(R) PRO Metwork Connections Drivers Size 3.93MB

| £ Java(TM) SE Runtime Environment & Size  108.00MB

-,inzl Microsoft .NET Framework 2.0

Change/Remove

5! Microsoft Office 2000 SR-1 Premium Size  138.00MB
9_‘, Microsoft Office 2005 Web Components Size  22.69MB
ﬁ Microsoft: Report Yiewer Redistributable 2005 Size  108.00MB __|

3 Microsoft SQL Server 2005 Size  293.00MB

j Microsoft S0L Server 2005 Backward compatibility Size  26.35ME

o Microsoft SQL Server Mative Client Size 4. 18MB

o Microsoft SQL Server Setup Support Files (English) Size  22.60MB

3 Microsoft SQL Server ¥SS Writer Size 0.43ME »

4. Follow the InstallShield Wizard instructions to uninstall the program.

5. If the .Net version is compatible with RCC, do not click the
Change/Remove button, and simply shut down the Add or Remove
Programs window.

Installing Internet Information Services

IIS is required to be installed on the PC that is to be the Web Host PC. The

following steps are instructions of how to successfully install this Microsoft
Windows component.

Note: This example uses Windows XP Professional. Other Operating
Systems will differ in process for installing 11S. Please consult the Reporting
for Contact Center Setup and Operations Guide for further information on
installing 1IS on other supported Operating Systems.
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1. On the Web Host PC access the Control Panel by opening Start —

Settings — Control Panel and the Add/Remove Programs icon.

E- Control Panel

File Edit WView Favorites Tools Help

OBack x O - Lﬁ

Address ||:} Control Panel

Control Panel 6 QE E

Accessibility  Add Hardware Add or 2
[} Switch to Category View Options Rernov...

B & &

—
{

J;_]Search “..- Folders

See Also *
Bluetooth  Date and Time Display
% Windows Update Configuration
i) Help and Support .
~ A o ()
e
Fonts Game HP Wireless
Controllers Assistant

2. In the window that appears click on Add/Remove Windows

Components.

& Add or Remove Programs

i Currently installed programs:

Change or
Remove
Programs

L0 3CDaemon

To change this program or remove it from yol

&aa Adobe Acrobat Connect Add-n
a4 Adobe Captivate 3

Add/Remove ﬂ Adobe Flash Player 10 ActiveX

Windows
cﬁ:;cigm ¢l Adobe Reader 7.1.0

u Adobe Shockwave Player 11
P.I" ﬁl Agere Systems AC'S7 Modem
Set Program ﬁl ATI Display Driver

Access and
Defaults W AVG 8.5
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3. Ensure that Internet Information Services is ticked and then click
Next.

Windows Components
You can add or remove components of Windows XP.

To add or remove a companent, click the checkbox. A shaded baox means that anly
part of the companent will be installed. To see what's included in a component, click

Dietails.

Components:

2 Indexing Service 00ME |«
é Imtemet Explarer 0.0 MB

‘4 'g Intemet Information Services (11S)
O Eg] Management and Monitoring Tools
[ F2* Massane Cusiing

Description: Includes Web and FTF support, along with support for FrontPage,
transactions, Active Server Pages, and database connections.

125 MB Details.... |

3041.8 MB
ext >

Total disk space required:
Space available on disk:

< Back

=

Cancel |

4. You may be requested to locate the Windows CD to install 11S.

x

2

Please insert the Compact Disc labeled "Windows XP
Professional Service Pack 2 CLV'into your CO-ROM
drive (E:) and then click QK.

Cancel |

You can also click QK i you want files to be copied
from an altemate location, such as a floppy disk ora
network server.

5. Obtain the CD if required and click OK. The installation will continue.

Windows Components Wizard

Configuring Components
Setup is making the configuration changes you requested.

\ ; Please wait while Setup configures the components. This may take
several minutes, depending on the components selected.

Status:  Installing Intemet Information Services...

——————.-

< Back (=
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6. Click Finish.
5

Completing the Windows
Components Wizard

You have successfully completed the Windows
Components Wizard.

To close this wizard, click Finish.

< Back B

7. Internet Information Services has now been installed.

8. To test that the Internet Information Service is properly installed, open
Internet Explorer and point to http://localhost/
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9. If the installation is successful, a window similar to the one below will
appear. This window also contains useful information regarding your
Internet Information Services. You can see the current version number
and additional information about where to find extended help for
Internet Information Services. If you see a Page Cannot be Displayed
screen, re-install the Internet Information Services and reboot the Web

Host PC.

/3 Welcome to Windows XP Server Internet Services - Microsoft Ink . =] 4]
File Edit Vew Favortes Tools Help | ﬁ'
: . — 0 : »
- ) - h ) L i £ - -
O Back. < d \ELI N | 7 Search 7. Favorites €< | =

Address I@j http:fflocalhost flocalstart, asp

x| B e |Links > Qe B 1!

L/

, Microsoft

-

Windows

Professional

Your Web service is now running.

You do not currently have a default Web page established for your users.
Any users attempting to connect to your Web site from another machine are

& currently receiving an Under Construction page. Your Web server lists the
foll

ing files as p ible default Web pages:
default.htm,default.asp,index.htm,iisstart.asp. Currently, only iisstart.asp
exists.

To add documents to your default Web site, save files in

c:\inetpub\wwwrooty.

Welcome to I1IS 5.1

Internet Information Services (II1S) 5.1
for Microsoft Windows XP Professional
brings the power of Web computing to
Wwindows, With IIS, you can easily share
files and printers, or you can create
applications to securely publish
infarmation on the Web to improve the
way your organization shares
infarmation. IIS is a secure platform for
building and deploying e-commerce
solutions and mission-critical
applications to the web,

Using Windows ¥P Professional with IIS
installed, provides a personal and
development operating system that

@ Integrated Management
fou can manage IS through the
Wwindows P Computer Management
console or by using scripting. Using the
console, you can alsa share the contents
of your sites and servers that are
managed with Internet Information
Services to other people via the Web,
Accessing the IIS snap-in from the
console, you can configure the rmost
common IIS settings and properties,
After site and application development,
these settings and properties can be used
in a production environment running
moare powerful versions of Windows
SErVErs.

|

|é:| Done

= T —

Note: It is recommended that you ensure your Web Host PC Internet
Information Services installation is as secure as possible. Generally, a secure
installation involves loading security patches and/or service packs for Internet
Information Services and for the operating system of the Web Host PC. These
patches and service packs are available free of charge by Microsoft. Contact
your network administrator for further advice.

16
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Settings Required for Windows Vista, Windows 7 or Windows
Server 2008 with 1IS 7.0
In order to install Reporting for Contact Center on a Windows Vista, Windows

7, or Server 2008 operating system, some Windows Internet Information
Services (IIS) features have to be turned on.

Perform the following steps to enable Windows features on these Operating
Systems (O/S) using IS 7.0 that are required for a Reporting for Contact
Center installation:

1. Click on the Start menu and select Program Files, Control Panel (or
Start, Control Panel dependant on the Start menu view).

2. Open Programs and Features.

3. From the left panel click on the Turn Windows features on or off
option.

€5 = » ControlPanel » Programs and Features

Aasks Uninstall or change a program
View instzlled updates
; To uninstall a program, select it from the list and then click "Uninstall’, “Change”, or “Repair'.
Get new programs online at
Windows Marketplace
Organize ~ 3 Viens @
View purchased software & 3
(digital locker) Name Publisher Installed On
[T S P PN & 12SE Runtime Environment 5.0 Update 4 Sun Microsystems, Inc. 11/01/200...
off  MySQL Connector/ODBC 251 MySQL AB 11/01/200...
©) My5QL Server 41 MySQL AB 11/01/200...
ﬂ Reporting for Contact Center Nortel 11/01/200...
< " ' ll
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4. On a Windows Vista or Windows 7 O/S the Windows Features window
will open.

a. Navigate to Internet Information Services, Web Management
Tools, IS 6 Management Compatibility, and select the
following:

i. IS 6 Management Console
ii. 1IS 6 Scripting Tools
ii. 11S 6 WMI Compatibility
iv. IS 6 Metabase and IIS 6 Configuration Compatibility

5 v e =T

Turn Windows features on or off @

To turn a feature on, select its check box. To turn a feature off, clear its
check box. A filled box means that only part of the feature is turned on.

@ ¥ |, Games -
[7] |, Indexing Service
= Internet Information Services
@ [] |, FTP Publishing Service
- [@ |, Web Management Tools
= [¥] |, IS6 Management Compatibility
. IIS6 Management Console P
IIS 6 Scripting Tools
IS 6 WMI Compatibility
IS Metabase and IIS 6 configuration compatibility

V| | TS Management Console i
< | n »

m

HEEE

| ok || conce |

b. Now navigate to Internet Information Services, World Wide
Services, Application Development Features, and select the
following:

i. ASP

i. ASP.Net

iii. ISAPI Extensions

iv. ISAPI Filters

c. Next navigate to Internet Information Services, World Wide
Services, Common HTTP Features, and select the following:
i. Default Document
ii. Directory Browsing
iii. HTTP Errors
iv. HTTP Redirection
v. Static Content

d. Next navigate to Internet Information Services, World Wide
Services, Security, and select the following:
i. Request Filtering
ii. Windows Authentication

18 NN40011-024 Issue 1.2 BCM Rls 6.0



Reporting for Contact Center

e. Click OK in the Windows Features box.

5. On a Windows Server 2008 O/S, the Server Manager window will

open.

a. From the left hand pane, select Roles

Fil=  Action ‘Yiew bep

=0l x|

e= ==l

S Server Manager (TESTRCH54)
=2 n::h;i—

[+l 5] Feanres

) Diagnostics

il Canfiguration

&

Storage

ﬁ_./ View the health of the roles installed on your server and add or remave roles and features.

#| Roles Summary ﬂ Raoles Summary Help

(*) Roles: 1cf 17 installed 52 AddRoks

= Remove Rales
‘Web Server (II5)

“ Web Server (I1S) ﬂ ‘fizb Server (I15) Help

Provides a reliable, manageable, and scalzble Web application infrastruciure,

(») Rele Stakus

[ Go to Web Server (115)
Meesages: Mone

System Services: 4 Running, 2 Stopped

Events: Nongz in the last 24 hours

(=) Role services: 1% nstalled

Ral= Service

[ctotus j | = Remove Role Senvicee
&, Web Server Installed
Q_J Common HTTF Features Installzd
_‘i‘, Static Cortent Install=d
& Default Document Installed
! Pirartars Srmmsine Tretallan

b. In the Role Services area, click on Add Role Services. This

will open the Add Role Services box to add the required
Windows Features or tools.

NN40011-024 Issue 1.2 BCM RIs 6.0
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c. Navigate to Management Tools, IS 6 Management

Compatibility, and select the following check boxes:

i. IS 6 Management Console
ii. IS 6 Scripting Tools
iii. 1S 6 WMI Compatibility
iv. 1IS 6 Metabase and IIS 6 Configuration Compatibility

<

Turn Windows features on or off (2]

To turn a feature on, select its check box. To turn a feature off, clear its
check box. A filled box means that only part of the feature is turned on.

7 [¥] |, Games -
[7] | Indexing Service

=] . Internet Information Services

@ [] |, FTP Publishing Service

=) . Web Management Tools

m

= [¥] |, IS6 Management Compatibility ‘
[V] |, IS6 Management Console P
[V] |, TS6 Scripting Tools
[V¥] |, 1IS6 WMI Compatibility
[V] |, 1S Metabase and IIS 6 configuration compatibility
[¥] |, TS Management Console e

m )

[ OK ][ Cancel ]

Next, navigate to Web Server, Application Development, and
select the following check boxes:

i. ASP

ii. ASP.Net

iii. ISAPI Extensions

iv. ISAPI Filters

Next navigate to Web Server, Common HTTP Features, and
select the following check boxes:

i. Default Document

ii. Directory Browsing

iii. HTTP Errors

iv. HTTP Redirection

v. Static Content

Next navigate to Web Server, Security, and select the following
check boxes:

i. Request Filtering

il. Windows Authentication

Click Next in the Select Role Services area of the Add Role
Services dialog box. The Confirm Installation Selections page
will be displayed. Click Install.

20
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6. The Widows Features and tools will be installed and IS 7.0 will now
allow RCC to be installed on the Windows Vista, Windows 7 or Server
2008 Operating System.

Firewall Considerations - Port Numbers used by Reporting for
Contact Center

The list below gives all the port numbers used by Reporting for Contact
Center on the Web Host PC:

e Port 80 — this is the standard port used by the Web Server (the Web
Host PC) for Internet Information Services.

e Port 8088 — used for the Reporting Server in the Business
Communications Manager.

e Ports 3500-35xx — used by ipView SoftBoard to listen for incoming data
and to echo to other wallboards. ipView SoftBoard can use a number of
ports upwards of 3500 dependant on configuration (refer to the ipView
SoftBoard guide for more information)

e Port 6010 — used for the Reporting for Contact Center Real Time
(RCCRT) Server.

e Port 6011 — used for the Reporting for Contact Center Reporting
(RCCRPT) Server.

If these ports are blocked by firewalls, information may not be transferred

between the BCM, Web Host PC, Wallboards/SoftBoards, and/or PCs on the
network browsing to the Web Host PC.

Installing Reporting for Contact Center

Note: One PC on the network should be nominated as the Web Host PC.
Only install the Reporting for Contact Center application software onto this
single PC. It is recommended that Web Host PC should be left running once
Reporting for Contact Center has been configured.

1. Open Internet Explorer.In the address field type (replacing the relevant
part with your BCM IP address): http://<bcm ip address>/

ﬂ; Navigation Canceled - Windows Internet Explorer
=Y II@, http://200.30,30.80] || >
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2. Click on Go, or press Return on your keyboard.

Note: You can also use the Web Page button in Element Manager to launch a
web broswer session. The BCM you wish to access must be selected in the
Element Navigation Panel to do this.

ﬁEx‘it | dh Cut LL_« Copy % Paste f = \Web Page Validate Device %Cunnect

Element Navigation Panel 4

Eti Metwork Elements M Connection Information
-2y 10.1.1.2
-2 10.1.1.66 IP Address: 200.30.30.80
- 200.30.30.30.73 User ID: [nnadmin
-y 200.30.30.51
-2y BCM Chester Password; | =
- Zy 200.30.30.77
& TEST BCMS50 R6 Inventory Information

System Mame: BCMS0b

3. If you are presented with the Certificate Error window, click on
Continue to this website (not recommended).

We recommend that you close this webpage and do not continue to this website.

@ Click here to close this webpage.

i . . . -
@ Continue to this website (not recommended).

@ More information ~

4. Accept any further security messages that you may get presented with.

x

riI‘i This page contains both secure and nonsecure

?. ftems.

Do you want to display the nonsecure tems?

‘ Yes ] Mo Mare Infao
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5. You will now see the login screen, enter your BCM User name and
Password. By default these are set to User ID: nnadmin Password:

PIsChgMe! Click on OK.

Please Enter Credentials

User ID:

Innadmin

Password:

¥ Save Credentials

¥ Auto-Login

X

6. In the Welcome to BCM window, ensure the Main tab has been

selected, and the BCM button clicked.

to

BCM

dvanced |

Application Group

Applications

MName Status I
Mailbox Manager Mo update required -
Callpilot Manager Mo update required
User Applications Mo update required

Activity Reporter Basic
Business Applications
Business Element Manager

| Download Locations

=1

No update required
No update required
Mo update required - currently a... LI

R |

7. From the Applications list, select Business Applications and click

Run.

Main I Advaniced |

Application Group

Applications
MName I Status I
Mailbox Manager No update required -
Callpilot Manager Mo update required
Mo update required

l i EEE' User Applications

B... Activity Reporter Basic
Business Applications
Business Element Manager

Download Locations

3rd Party

Mo update required
Mo update required
Mo update required - currently a... LI

7. Again, accept any security messages that appear, and if prompted

enter any login details.

NN40011-024 Issue 1.2 BCM Rls 6.0
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8. The Business Applications screen will be displayed. Click on the
Reporting for Contact Center link.

AVAYA

Home |Contact |

Business
Applications

Reporter Applications
= Activity Reporter Basic

= Activity Reporter
Contact Center Applications

= Reporting for Contact Centm‘/
= Multimedia Contact Center

= jpView Softboard

Additional Solutions

= fAvaya DevConnect Program

Documentation

9. Click the Download Reporting for Contact Center link.

Reporting for Contact
Center

packagefor

theweh™

Download Reporting for Contact Eenter‘/
i\,See Important Hotes Below

Avaya Reporting for Contact Center is a Windows&-based
software application that provides Real Time screens and
comprehensive historical management information on the day-to-

day performance of your Business Communications Manager
Contact Center system.

24
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10.Now click the Run button.

File Download - Security Warning x|

Do you want to run or save this file?

Mame: ReportingforContactCenter. exe
Type: Application, 363MB

From: 200.30.30.80

<z While files from the Intemet can be useful, this file type can

|@ potentially ham your computer. f you do not trust the source, do not
rum ar save this software. What s the rsk?

11.You will see the following window as the application is downloaded.

—iEix

...ortingforContactCenter.exe from 200, 30.30.580

(1]
Estimated time left 4 min 7 sec (3. 71MB of 363MB copied)
Download to: Tempaorary Folder

Transfer rate: 1.43MEB//Sec
¥ Close this dialog box when download completes:

Hpen | [ pen Ealder | Cancel I

12.The Security Warning screen will be displayed. Click on the Run

button.

Internet Explorer - Security Warning =l

The publisher could not be verified. Are you sure you want to run this
software?

Mame: ReportingforContactCenter, exe

Fublisher: Unknown Publisher

_Pv Run | Dan't Run I

This file dogs not have a valid digital signature that verifies its publisher. You
should only run software From publishers wou trusk, How can I decide what

software to run?

NN40011-024 Issue 1.2 BCM Rls 6.0
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13.You will now see the following window. The installation files will be
extracted.

ERepnrting for Contact Center - InstallShield Wiz |

Extracting Files
The contents of this package are being extracted.

&

Please wait while the Installshield Wizard extracts the files needed to install Reporting
for Contact Center on your computer, This may take a Fews moments,

Reading contents of package. ..

[

Instal|shisld

< Back ek = Cancel

14. ASP.Net will be installed.

e G\ WINDOWS\ Microsoft. NET \Framework\v2.0.50727 \aspnet_

Finished installing ASP.NET <(2Z.@8.58727> without registering the scriptmap.

15.RCC Compatibility checks will now commence.

RCC Compatibility Check

Creating backup files. Please wait...
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16.The language selection screen will appear. Select the appropriate
language and click OK.

Choose Setup Language El

g Select the language far thiz inztallation from the choices below,
. I

( | Qk. I) Cancel

17.1f MDAC 2.8 is already installed on your PC, go to step 23.

18.1f you do not have Microsoft Data Access Components (MDAC) 2.8
already installed on your PC, you will be prompted to install it as a
prerequisite for RCC. Click OK to install MDAC 2.8.

Installshield Wizard

Feparting for Contact Center requires that the following requirements be installed on pour
o1 computer prior to ingtaling this application. Click OF to begin installing thesze requirements:

Statuz | R eguirement

Pending  Microgaoft Data Access Components [MDAC) 2.8

Pending Microzoft SGL Server 2000 Exprezs with Advanced Services
Pending  Microzoft Report Wiewer

Cancel |
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19.The MDAC 2.8 End User License Agreement dialog box appears.
Select the | accept all of the terms of the preceding license
agreement check box and click Next.

Microsoft Data Access Components 2.8 Setup ﬂ

End User License Agreement

Pleaze read the following icense agreement. Prezss the PAGE DOWHN key to zee the rest of the
agreement. v'ou must accept thiz agreement to ingtall this software,

MICROSOFT CORPORATICN END-USER LICENIE ASGEEEMENT 3
Hicrosoft Data Acocess Components 2.5

IMPORTANT-REEAD CAREFULLY: This End-User License
bogreement [("EULLM™) is a legal agreement hetween you
feither an individual or a single entity)] and

Microsoft Corporation for the Microsoft software

product identified asbowve, which includes computer
software and may include associated media, printed :j

v | accept all of the terms of the preceding license agreement.

\

< Back ( Hest > Cancel

20.The setup will check for disk space, then display the MDAC installation
dialog box. Click Finish to begin the MDAC 2.8 installation.

Microsoft Data Access Components 2.6 Setup ﬂ

Inztalling the Software

Setup will now install Microzoft Data Access Components 2.8,

Click. Finish to begit installation.

< Back C |i Finsh Cancel |

21.After MDAC 2.8 is installed you will be asked to restart your PC for
MDAC to operate correctly. Click Finish to restart your PC.

22.After the PC has rebooted, the Reporting for Contact Center installation
will continue.
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23.A screen will appear confirming that Microsoft SQL Server 2005
Express and Microsoft Report Viewer will be installed on the
computer, if they are not already installed. Click OK.

Installshield Wizard

Reporting for Contact Center requires that the following requirementz be installed on your
v computer prior to inztalling this application. Click OF. to beain installing theze requirements:

Statug | Requirement
Pending Microsaft SCL Server 2005 Express with Advanced Services
Pending Microsaoft Report Yiewer

W Cancel

24.The Windows Installer will proceed.

Installshield Wizard

Feporting for Contact Center requires that the following requirements be installed on pour
v complter prior ko ingtalling thiz application. Click OF to begin inztaling these requirements:

Statug | R equirement
Instaling  Microzoft SOL Server 2005 Express with Advanced Services
Pending  Microzoft Beport Viewer

Configuring *indows |nstaller

[ I Cancel
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25.The files will be extracted.

Exttracting Files x|

E=tracting File: zetuphaqluin_sgl. msi
To Directony: 4 2ffeB31 380dc2 39694 815363980723

26. Microsoft SQL Server 2005 Express will be installed.

Installshield Wizard

Reporting for Contact Center requires that the following requirementz be installed o wour
1 computer prior boinstalling this application. Click OF, to begin installing these requirements:

Statuz | Fequirement
Instaling  Microzoft SOL Server 2005 Exprezs with Advanced Services
Pending  Microzoft Beport Yiewer

Inzstalling Microzoft SOL Server 2005 Exprezs with Advanced Services

(] | Cancel I

27.Microsoft Report Viewer will be installed.

| InstallShield Wizard

@ Reporting for Contact Center requires that the following requirements be installed on wour
1]

computer prior to ingtaling thiz application. Clhck OF, to begin installing these requirements:

Status | Requirement
Succeeded  Microsoft SOL Server 2005 Express with Sdvanced Services
|nztalling icrozoft Report Wiewer

Canfiguring ‘windows [nstaller

[k Cancel
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28.The InstallShield window will be displayed.

InstallShield Wizard

Preparing to Install...

Reporting for Contact Center Setup iz preparing the
Install=hield Wizard, which will guide you through the
program setup process. Please wait.

Canfiguring *indovs [nstaller

|

29.The Welcome screen will appear. Click Next.

Reporting for Contact Center

Welcome to the InstallShield wizard for
Reporting for Contact Center

The InztallShild® Wizard will inztall Beporting for Contact
Center on vour computer. To continue, click Mest.

4 Back m Cancel
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30.The Licensing screen will appear click Yes to accept this agreement.

Reporting for Contact Center x|
Licenze Agreement ‘ﬂ 1
Fleaze read the following license agreement carefully. |—Nh

Fress the PAGE DOWHM ke to zee the rest of the agreement,

http: // suppoart. avaya. com/Licenzelnfo ﬂ

THIS SOFTwWARE LICENSE ["LICEMSE™) IS &M AGREEMENT BETWEEN 0L, THE

EMD LSER [MCUSTOMER") AN 204 A,

IMC. OR THE APPLICABLE AWayva AFFILIATE [“AVayA"] GOVERMIMG YOUR RIGHTS
TO USE THE LICEMSED SOFTWARE.

"LICEMSED SOFTWARE" MEANS HERITAGE MORTEL METWORES SOFTWARE
PRODUCTS MHETHER HAYING A MORTEL

OR Avays LOGO), SOFTWARE IMCLUDED IMN OR WITH HERITAGE MORTEL
METwORES PRODLUCTS [+HETHER HAYING ;I

Do you accept all the terms of the preceding License Agreement’? |f you chooze Mo, the
zetup will cloze. Toinstall Reporting for Contact Center, you must accept thiz agreement.

[ Ftalls hield

ok Com D b

31.The Destination Folder screen will appear. Click Next to accept the
default destination.

Reporting for Contact Center El
Choose Destination Location ‘ '
Select folder where Setup will inztall files. l”\h

Setup will inztall Beparting far Contact Center in the following folder.

Ta inztall bo this folder, click Mext. Tainstall to a different folder, click Browsze and zelect
another folder.

c:h...Reporting for Contact Center’, Browse... |

| mztallEhield

|' D eshnation Falder

< Back M et = Cancel |
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32.The installation may detect some previously installed applications and
components that are already on your PC.

Reporting for Contact Center

Setup Status

Feporting for Contact Center Setup iz performing the requested operations.

R emoving applications

|

[mztalls hield

Cancel

33.The installation will continue and you will then be presented with a
screen requesting that you restart the PC. Select the Yes, | want to
restart my computer now option and click the Finish button.

Reporting for Contact Center

Install5 hield Wizard Complete

The InztallShield Wizard has successfully installed Reporting
for Contact Center. Before you can uze the program, you must
restart your computer,

& Yez, | want to restart my computer now.
™ No, | will restart my computer later,

Installation iz not pet cormplete. After the reboot & user with
local adminiztration rightz must log in o continue with the
inztallation.

¢ Back (l Firnizh I ) [Canzel
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34.0nce the PC has rebooted the RCC Database Installer Utility will
launch. This utility can take several minutes to execute. During the
Create Tables step, there will be a long pause of approximately five
minutes while the strings.sql table is created. This is normal and is due
to its large size.

RCC Database Installer

+ Stop RCC Launcher
+ Create Databases
Create Tables
Migrate Data
Create FPrimary Fevs
Create Indexes
Create RCC User
Configure FReport Server
Configure 1S
Restart ACC Launcher

Launch Werification Utiliby

Statuz:  Creating Table: strings1...

I

35.0nce the Database Installer Utility has completed the Install
Verification Utility (IVU) will be launched. This utility will check all of
the components of RCC to ensure that they have installed and
configured correctly. If an installation problem is detected the VU will
prompt you to select a link to resolve the problem.

RCC Install Verification Utility (TVU) = 0] x|

IR 2

Sl b=}
-

. A

¥ ®
a®

Ao
Checking...
Werifying CCRDB and RCCReports databases. .
RCC Databases have not been installed. Your PC needs to be rebooted.

Click here to resolve the problem. “.._

I
S,
e

net

et

il
Report
SErvice

1 ,;L'
e
Parts

Java BICM

Refresh

34
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36.At the last stage of the IVU, the BCM Connection Data dialog box will
appear. Enter the IP Address or network name of the BCM in the IP
Address/ Network Name field.

BCM Connection Data

— Enter BCM Connection Data

|F Addresz M ebwark, Mame: IEDD-ED-ED-BE Part; IEEIEE

CCRS Pazsword: I

37.The Port Field should be left to the default of 8088.

BCM Connection Data

— Enter BCM Connection Data

I[P Address/M etwark, Mame: |2|:":|-3|:|-3|:|-98 Part: IBEIEE

CCRS Pazsward: I

38.In the CCRS Password field enter the CCRS password. By default this
is CCRS in uppercase. Click OK.

BCM Connection Data

— Enter BCM Connection Data
|P Address/M etwark. M ame: |2|:”:|-3|:|-3|:|-E|B Part: IBDEB
CCRS Pazsward: I FEEE |
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39. The IVU will now attempt to connect to the BCM to verify its IP
Address and the CCRS password.

40.A dialog box will appear confirming the successful connection. Click
Yes to save the settings to the RCC database.

Save BCM connection settings? x|

\‘i':) Both realktime and hiskorical requests were successful,
-

IP Addressihetwork Mame: 200,30.30,98
Pork: G055

Do wou wank ko save your chosen BCM connection settings into the database?

Yes Mo |
\_/

41.A Verification Message will be displayed along with a link to Launch
RCC.

RCC Install Yerification Utility {IVU) =]

i~ o T T T .'\ .~ T i
= - ' —— 3 .
|| A S ||net| | & || D || =]
= Mot Pnan Report
(=]

oL Java et Pors II= Service BCM
b AN AN AN AN S A -

© 0 QOO
= © 1

Checking...
Yerifing BCM connection...
Requesting BCM connection data from uzer...

BCM IP Address/Metwork, Marme: 2000303080
Port rumber: 3085

etting BCM realtime data. Pleaze W ait...

After 10 realtime connections to the BCK,

10 zucceszsful connections, 0 failures

[ongest time = 1.39z , shortest time = 1,02z and average time = 1.05z

thtin_g BCM historical data. Pleasze 'Wwait... -
4 | ¥

“Yerification Success. Click Here to launch RCCI Fefresh
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42.Click the Click Here to Launch RCC link. You will be presented with
the login page. Now proceed to step 4 of the Starting Reporting for
Contact Center section of this guide.

AVAYA
A
Login

Welcome to Avaya Reporting for Contact Center.

Please login using your username and password below:

Username:| |

Password: | |

Starting Reporting for Contact Center

After the initial installation you will be presented with the RCC Install
Verification Utility that will contain a link to launch RCC as outlined in steps 34
and 35 of the Installing Reporting for Contact Center section of this guide.

Reporting for Contact Center can also be launched from Internet Explorer as
outlined below.

For this example the IP Address of the Web Host PC is 200.30.30.179, it has
a computer name of pc32. Either the computer name or IP Address can be
utilised as part of the address that is used to login into Reporting for Contact
Center.

To start the Reporting for Contact Center application for the first time on the
PC:

1. Double-click on the Internet Explorer icon on the desktop of the Web
Host PC.

2. When Internet Explorer opens enter http://<IP Address of Web Host
PC>/rcc (e.g. http://200.30.30.179).

File Edit ‘iew Faworites Tools  Help

Gﬁack - -J o \ﬂ @ _:] | /-__j Search “f:{ Fawarites Q‘E

Address hikbp: f200,530,30, 179
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3. Or, when Internet Explorer opens enter http://<<PCName>/rcc (e.g.
http://pc32/rcc).

File Edit ‘“iew Favoribes Tools  Help

@Back - O * @ @ \/_;j | pSearch "iq\?Favurites @

Address httpeffpc3z)rcd

4. The RCC login page will then be displayed. The default username is
admin and the default password is 0000 (4 zeros). Click Login.

AVAYA

Login
Welcome to Avaya Reporting for Contact Center.

Please login using your username and password below:

Username:|Admin |

Password: |nn |

5. You will then be requested to change the Administrator password. The
password can be from 1 to 10 characters, including upper and
lowercase letters, and digits. The password can be anything other than
0000. Enter and confirm the password and click Submit.

AVAYA

Change Password

Please input a new password below

New password: |uu |

Confirm passwnrd:|nn |

38
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6. You will be presented with the Contact Center Connection screen.

AVAYA

Contact Centre Connection

Please enter the IP Address or Metwork name and CCRS Password below
Contact Centre Connection
IP Address/Metwork name : 200.30.30.80
System Administration Port - a0as
CCRS Password : |
Maint:
aintenance Confirm CCRS Password :
Company Details IMake historical data requests every : 15 Minutes |+
Select an IP Address [IP Address Mot Selected] #
Reporting Wallboard and Real Time Refresh Interval -| T % | Secaond(s)
Download Contact Center Data
® All Data
O Only Data starting from - |2004/03/01 =

The Contact Center Connection page allows you to specify the network
identifier (IP address or Network name) of the Contact Center platform.
Typically, the Contact Center Connection page appears only once, after you
first log on as an Administrator.

If the Contact Center Connection information is incomplete or incorrect, the
Contact Center Connection page appears each time you log on as an
Administrator.

For example, if you add a new Network Card to the Web Host PC, you must
select an IP address for the Web Host PC to communicate with the
wallboards. In this case, the Contact Center Connection page appears so that
you can select the IP address.

7. In the IP Address/Network name field, enter the IP Address or the
Network name of the Contact Center platform (BCM).

IP Address/MNetwork name : |2EIEI.3EI.3EI.E|B

8. In the Port field you should see the default Port of 8088 displayed. If
this number is not displayed enter the port number as configured in the
CCRS, by default this is 8088 but may have been changed during
setup.

Port : (EOEE
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9. In the CCRS Password field enter the CCRS password (uppercase)
and confirm the password.

CCRS Password |uu

Confirrm CCRS Password |uu

10.In the Make data requests every list specify how frequently the Web
Host PC communicates with the Contact Center in order to obtain
reporting data. The typical setting is 15 minutes.

hake historical data requests every 15 Minutesj

b Minutes
15 Minutes
30 Minutes
1 Hour

11.In the Select an IP Address list, select the IP address (Network
Interface Card) with which you wish to communicate with the
wallboards. If the Web Host PC has more than one IP Address
(because it has more than one Network Interface Card configured) the
list is populated with the IP addresses configured for the Web Host PC.
Select the IP Address that is configured on the Network Interface Card
connected to the same network as the wallboards.

Select an IP Address |2EIEI.3EI.3EI.51 j

Note: This IP Address is not the IP Address of the wallboard. This address is
the IP Address configured for the Network Interface Card in the Web Host PC.
If you add a new Network Interface Card or other network device, such as a
USB Bluetooth device, or if you enable a disabled Network Interface Card,
then you must reboot your Web Host PC so that the new device is detected
and presented in the Select An IP Address list.

12.From the Wallboard and Refresh Real Time Interval list, select your
refresh interval for the Wallboard and Real time displays. The two
available options are 1 second (default) and 3 seconds.

Wallboard and Real Time Refresh Interal |1 vI Second(s)
H

-

13.0n first installation of Reporting for Contact Center the Download
Contact Center Data options are displayed. You can determine
whether to download all data from the Contact Center by selecting All
Data, or you can select Only Data starting from and click on the
calendar icon to the right to select a start date from when data should
be downloaded from the Contact Center. Note that the warning
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displayed below will only display if the Only Data Starting from radio
button is selected.

Download Contact Center Data
Al Data

& Only Data starting from - |2004/03/05 =

Submit Cancel |

Warning! By choosing to download Contact Center Data only from the
date chosen, RCCWILL NOT he able to report on any call information
prior to this date. This is irreversible. You will not be able to download
this 'missing’ data from the Contact Center at a later time.

14.Click Submit.
15. A warning screen will be displayed. Click OK.

Microsoft Internet Explorer x|

:/-' Downlaad Cantack Center daka Fram 20040305
-

Please note that by clicking 'O RCC will not receive any Contact Center data prior ko 20040305

16. The following message appears. Click OK.
x|

L] E This process may kake a while - Please wait until Further notification
L
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17.The historical reporting data will now be downloaded. A screen will
appear which shows the progress of the current download process.

IS Avaya Reporting for Contact Center, - Windows Internet Explorer, E“E|E|

100%
Status: ]
Tirme: 00-00:-11
Processing Calls From: 27 Jul 2010 08:13:24
Total Contact Center Calls in the Database: 2

18.0nce the data is downloaded the Data Finished Processing window
will be displayed. Click OK.

Microsoft Internet Ex |

' E Data Finished Processing
L]

Note: Generally 30,000 calls take between 6 and 18 hours to download,
depending on the level of network traffic and the speed of the Web Host PC.
The PC can be used as normal during the download, but do not reset it or
power it off.

Note: The browser page may time out before the download is complete. This
is not an error. Microsoft Internet Information Services has a setting that
dictates how long it waits before closing a web page. As the download
completes, you are informed of the status in the Download Status field.

19.The Contact Center Connection is now complete. You should now
configure RCC for Administrators and Users (refer to the Reporting for
Contact Center System Administration section of this guide).
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Exiting Reporting for Contact Center (Log Out)

Logging out of RCC is a simple procedure. At whatever stage the user is at in
RCC the logout button can be used. This will have the affect of taking the
user back to the RCC login page.

Main | Logout | Admin

1 Administration Menu

Welcome

Contact Centre Connection ] ] ]
Flease select an option from the left hand side to continue,

Systermn Administration

Maintenance

Company Details

Reporting
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Reporting for Contact Center System Administration

Only the RCC System Administrator has the ability to change the settings in
this section.

Changing the System Administrator’s password

1. Click on the System Administration heading.

WET] | Logout | | Admin |

Administration Menu

Welcome

Contact Centre Connection ) ) )
Please select an option from the left hand side to continue.

System Administration 4—

Maintenance

Company Details

Reporting

2. Select the System Admin Settings heading.

| Logout | Help | Adrnin |

System Administration Menu

Please select an option from the administration menu on the left hand side

} to continue.
Contact Centre Connection
System Administration
System Admin Seﬂings’
User Admin =

Skillset Assignment
Systemn Confiquration «

Maintenance

Company Details

Reporting
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3. If you, as the System Administrator, wish to change your password
then do so in the following fields:

| Logout | Help | Admin |

System Administrator

Please enter the new details for the systern manager below.

Contact Centre Connection
Please enter new username : |admin
Systemn Administration Please enter old password : |
Systemn Admin Settings » = t d- I
User Admin » ease enter new password

Skillset Assignment »

ern Configuration - Please confirm new password : |

Submit | Cancel |

Maintenance

Company Details

Reporting

Creating Users in RCC

This section is used for creating users that have the ability to log into RCC.
Users are configured and are assigned Skillsets so that the individual Users
have access only to the Skillsets that they are required to view.

Users can be granted certain powers also. A User can be allowed to view
Skillset or Contact Center real time and historical data. In addition to this they
can be given the power to administer wallboards for the Skillsets that they
have been granted access to or they can be configured as Administrators
themselves.

Note: It is recommended that an Administrator is created and assigned to all
skillsets as this account can then be used to administer other users as well as
the main ‘admin’ account.
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1. Under the System Administrator heading, click User Admin. In the User
Admin section, click Add.

Main | Logout | Help | Admin |

User Admin

A list of configured users appears below, help is available by clicking the
help button above.

Contact Centre Connection
i .. - Assign
system Administration Username Administration Wallboards
System Admin Settings =
Uszer Admin = acimiry] e Yes Edit | Delete | Reset Passward |

skillset Assignment -
Systemn Configuration = @'

Maintenance

Company Details

Reporting

2. The Add User screen will be displayed.

Logout Admin

Add User

Flease input the details of the user below.

Contact Centre Connection
First name I
System Administration Sutmame |
Systemn Admin Settings =
User Admin = RCC Username |
Skillset Assignment = - ! ! -
Swstem Confiquration - Language |Un|ted Kingdam English J
Assign Wallboards [
Maintenance Administratar r

Submit | Cancel |

Company Details

Reporting

3. Enter the first name of the user in the First Name field.
4. Enter the surname of the user in the Surname field.

5. Enter the RCC Username in the RCC Username field. This will be this
user’s username for logging in to RCC.
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6. From the Language drop down list, specify the User language
preference, which dictates the language used to display the Reporting
for Contact Center Web Page.

7. If the User is able to configure wallboards (for their assigned Skillsets),
select the Assign Wallboards check box.

8. If the User is also an Administrator, select the Administrator check
box.

9. In this example a user has been created that has both administrative
and wallboard assignment privileges.

Flease input the details of the user below.
Contact Centre Connection
First name |Ed
System Administration Surname [Jones

System Admin Settings «
User Admin =

RCC Username |ejunes

Skillzet Assignment - - : b -
System Configuration - Language IUnlted Kingdom EngllshJ
Azsign Wallboards M
Maintenance Administrator v
(| Submit ) Cancel |
Company Details
Reporting

10.Click Submit.

11.A dialog box will appear asking whether you wish to add more Users. If
you choose to add more users, click on the OK button, otherwise click
on Cancel.
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12.0nce the user details have been submitted the created user will be

displayed.

| Logout

Contact Centre Connection

System Administration

System Admin Settings =

User Admin =
Skillset Assignment =
System Configuration =

Maintenance

Company Details

Reporting

| Adrnin |

| HE!|[:|

User Admin

A list of configured users appears below, help is available by clicking the
help buttan above.

- . Assign
Username Administration Wallboards
admiri Ves es Editl Delaie | Feset Passward
ejones Yes es Editl Delete | Feset Password

Add

Note: The default password is ‘0000’ (zero) for every user that is created.
This must be changed when this user performs their first login.
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Assigning Skillsets to Users
Each user must have Skillsets assigned to them unless they have been

configured as Administrators.

A user with no Skillsets assigned will not be

able to view/modify any Real Time/Historical reports or settings.

1. Log into RCC with administrative rights (use the admin username).

2. Click on the System Administration heading and select Skillset
Assignment. On the user that you wish to assign the Skillset(s) to,

click Assign.

Main | Logout

Contact Centre Connection

System Administration
Syetemn Admin Settings =

User Admin -

#Skillset Assignment »
System Confiquration =

Maintenance

Company Details

Reporting

| Help | Admin |

Skillset Assignment

Below is a list of users, please click Assign to edit the Skillsets they have
access to.

Username First name Surname

admin’ admin admini Assinn |
Ejones Edl Jones M
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3. A list of the available Skillsets will be displayed. To add all of the

Skillsets to this user click the >> symbol. To assign just one Skillset,
highlight the appropriate entry and click the > symbol. To select more
than one Skillset but not all of them, hold down the ctrl key, make
selection and click the > symbol.

Contact Centre Connection

System Administration
Systemn Admin Settings =

User Admin =
Skillset Assignment =
Systemn Confiquration =

Maintenance

Company Details

Reporting

Assigned SKkillsets

Skillzet assignment for Ed Jones

Skillsets appear in the list below. Assign skillsets by selecting them and
using the appropriate arrow key.

Unassigned Skillsets Assigned Skillsets

Submitl Cancel |

If a mistake is made highlight the Skillset on the right hand side and
click the < symbol. To remove all Skillsets click the << symbol.

| Logout

Contact Centre Connection

System Administration

System Admin Settings «
User Admin =

Skillset Assignment «
Systemn Configuration =

Maintenance

Cormpany Details

Reporting

| Help | Admin |

Assigned Skillsets

Skillset assignment for Ed Jones

Skillsets appear in the list below. Assign skillsets by selecting them and
using the appropriate arrow key.

Unassigned Skillsets Assigned Skillsets

Submit | Cancel |

When the assignments are complete click Submit.
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Maintenance

System Status

Information in the System Status section is only relevant to Support staff
should a problem arise with RCC. To access System Status follow these

steps:
1. Log into RCC with a username that has administrative rights.

2. Click on the Admin link heading.

Main | Logout | Help | Admin

Main Menu

Welcome admin1

Real Time . . ) )
From this screen you can navigate to the various areas of Reporting for

Contact Center.

Agent Alarms
Help is available within each section from the help tab at the top of screen

and you may log out at any time by pressing the log out button.

Wallhoard Setup

Time Bins Setup

Reports and Schedules

3. The Administration Menu screen appears. Click on the Maintenance
link.

Logout | Admin

Administration Menu

Welcome

Contact Centre Connection ) ) )
Please select an option from the left hand side to continue.

System Administration

Maintenance h

Company Details

Reporting
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4. Click on System Status.

Main Logout

Maintenance Menu

Please select an option from the maintenance menu on the left hand side to

A continue.
Contact Centre Connection

System Administration

Maintenance

Systemn Statush

Loqgging =
Purge Database =

Company Details

Reporting

5. The System Status window appears.

Main Logout | Help Admin

System Status

Weh Server Details

Contact Centre Connection SERVER_NAME localhost
SERVER_PORT &0
SERVER_PROTOCOL HTTPA .1
System Administration SERVER_SOFTWARE Microsoft-115/5.1

fozilla4.0 (compatible; MSIE B.0; Windows NT 5.1;
AT SR A SEST S, WET CLR 2.0.50727)

Maintenance P Files\Maorte\Reporting for Contact
cProgram FilesiMortel\Reporting for Contac
W' IR SEATED CenterWebsitelrcchadmin_pagesisystem_status.asp

REMOTE_ADDR 127.0.0.1
REMOTE_HOST 127.0.0.1

Purge Database =

Company Details
RCC Datahase connection status

Status Connection successful|

Reporting Click Here to open the Download Status window

Current RCC Hetwork Port Status
Web Server 80 OK

Real Time G010 OK

Report BOT1T OK

System Info
Schema Version 21.11.0
é—n Java Runtime Installed App Server Platform  Unix
- vieo App Server Yersion 2.2.00
Contact Centre Platform h_450
Contact Centre Version CallCenter_31.00.00.16_12 06 2007
Contact Center Status: OK

Note: You would only normally be directed to this page by Support
Personnel, who might ask you to relay to them the text contained in the
Database connection status field, for example.
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Logging
Selecting the Logging option presents you with the Logging Menu Page.

| Logout | Help | Admin |

Logging Menu

This section allows log files relating to Reparting for Contact Center to be
collected. Fram this screen you may compact the current log files into &

Contact Centre Connection . . )
single zip archive and download log files.
System Administration Archive Logs Stamp FBeal Time Log | ‘
Maintenance Log files location:
System Status - ciiFrogram Files'MNortelhReporting for Contact CenterhLogs
Logging h

Purge Database -

Company Details

Reporting

Various diagnostic logs are always running when Reporting for Contact
Center is operational. The Logging Menu allows you to Archive the current log
files and download any previously archived log files.

To Archive the current log files:

e Click the Archive Logs button. This will create a single .zip archive file
of the current log files. A new entry will appear in the list of archived
files table, following the Log files location on the Logging Menu page.
Recently created log file archives are indicated by a yellow star.

To stamp the Real Time log:

e Click the Stamp Real Time Log button. This will stamp the Real Time
log constantly for 15 seconds. As the Real Time log can be quite large
this option is useful for tracking down a problem to a specific time.

Clicking the Stamp Real Time Log button will disable the button for 15
seconds. Stamping cannot be initiated again in this time until 15 seconds
have passed. After this time has elapsed the button will be enabled.

To download a log file archive click the Download Logs button next to the
desired archive (you would previously had to have clicked the Archive button)
and save it to a location on your computer.
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Purge Database

The Purge Database page allows a user to permanently delete all data from
the database prior to a selected date.

Note: After the database has been purged. Reporting for Contact Center
cannot report on data prior to the date selected. Moreover, the purged data
may not be available to download from the Contact Center. The maximum
duration of data that may be purged at a time is 90 days.

1. Click on Maintenance then Purge Database.

Mair | Logout |  Help | admin |

Maintenance Menu

Please select an option fromn the maintenance menu on the |eft hand side to
continue,

Contact Centre Connection

System Administration

Maintenance

Sustem Slatus
Lngglng L]

Purge Database - “_

Company Details

Reporting
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2. The following screen appears. Select the date and click on the Purge
button as directed below.

Purge Database

This section allows you to remove Contact Center Calls from the database
that you no longer need to report on.

Note: This action can not be reversed. RCC will no longer be able to report
on any Contact Center data prior to the date selected and may no longer

be available to download from the Contact Center.
The maximum duration of data that may be purged at one time is 90 days.

Purge Contact Center Calls from database prior to

vy mmidd

|2{}{].?]r1{}]r11 |f}]+ 1. Select the date from which you would like to purge
the data by sither typing it in manually ar using the

[ Purge Database ] calendar

ontact Center Calls in the database 2007/10/11 To 2008/05/02

2. Click an Purge Database to remove the data

Mote: This will permanently delete the data from your YWeh Host
PC that contains the Contact Centre Call Database.

3. The following message appears.

Windows Internet Explorer,

Please note that by clicking 'CQk' RCC will no longer be able to report on any Conkact Center data prior ko 200710713

9
\..."',/
Purge Contact Center Calls from database prior ko 2007710/13

[ (o4 |[ Cancel ]

4. Click OK to proceed or Cancel to return to the previous screen.
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5. The countdown is shown whilst the data is being removed.

Purge Database

This section allows you to remove Contact Center Calls from the database
that you no longer need to report on.

Mote: This action can not be reversed. RCC will no longer be able to report
on any Contact Center data prior to the date selected and may no longer
be available to download from the Contact Center.

The maximum duration of data that may be purged at one time is 90 days.

Purge Contact Center Calls from database prior to

yyyy/mmidd
20071012 fi |

Removing Contact Center Calls from database, please wait... 18

6. Once completed a confirmation box appears, click OK to complete the
process.

Company Details

Information entered in the Company Details page is mostly just for information
for the location where the RCC is installed. However, text entered in the

Name field will be displayed at the top of each report.

1. Loginto RCC as a user that has administrative rights.
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2. Click on Company Details. Enter the company information into the
fields. Click Submit when completed.

Logout

Contact Centre Connection

Systemn Administration

Maintenance

Company Details

Reporting

Adrmin

Company Details

Flease enter the details of your company below,

Marme

Street

City

County

FPostcode |

Country I

Site # |

Submit | Cancel |
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Reporting

There are two ways to access the reporting section in Reporting for Contact
Center.

Accessing Reporting as a System Administrator

Logging into RCC with and administrative user will allow the user to access
the administrative functions of RCC. To access the RCC Reporting section:

1. Loginto RCC as a user that has administrative rights.

2. Click on Reporting. This will access the Reporting section of RCC.

Administration Menu

Welcome
Contact Centre Connection ] ] ]
Flease select an aption fram the left hand side to continue.
System Administration
Maintenance

Company Details

Reporting h

3. The Reporting screen will be displayed. If at any point a System
Administrator wishes to return to the Administration menu, there is an
Admin link from the Reporting Main Menu which will take you back to
the Administration screen.

Iain | Logaout | | Admin

Main Menu

Welcome admin1

Real Time

Fram this screen you can navigate to the various areas of Reporting for
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Accessing Reporting as a Standard User

Logging into RCC as a standard user only allows access to the reporting

section. Upon logging in to RCC the user will immediately be in the reporting
section.

Note that there is no link into the Admin section and that in this example
this user has no Wallboard assignment privileges.

| Logout |
Welcome Ed
Real Time _ , _ _
From this screen you can navigate to the various areas of Reporting for
Cantact Center.
Agent Alarms
Help is available within each section from the help tab at the top of screen
> and you may log out at any time by pressing the log out button,
Time Bins Setup
Reports and Schedules
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Real Time Reporting

Real Time screens under Reporting for Contact Center are updated every 1
second (set under Contact Center Connection). A standard user will only
receive real time information for Skillsets that have been assigned to them.

1. Log in to RCC with a username that has Skillsets assigned to it.
Access the Reporting section and click the Real Time heading on the

left hand side.

q Real Time

Agent Alarms

Time Bins Setup

Reports and Schedules

e e

Main Menu

Welcome Ed

Frarn this screen you can navigate to the various areas of Reparting for
Contact Center.

Help is available within each section from the help tab at the top of screen
and you may log out at any time by pressing the log out button.

There are four Real Time reports available pertaining to the Skillsets that are
assigned to the user that is logged in:

Agent Summary
Agent Detail
Call Summary
Call Detail
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Viewing the Real Time Displays

The Real Time Reporting screen gives the user access to the information
relating to the current activity within Skillsets and Agents in summary or in
detail.

1. Click on the Real Time heading in the Main Menu.

[ ——

Main Menu

Welcome Ed

#ﬂeal Time _ _ _ _
From this screen you can navigate to the various areas of Reporting for

Contact Center.

Agent Alarms
Help is available within each section from the help tab at the top of screen
and you may log out at any time by pressing the log out button.
Time Bins Setup
Reports and Schedules

2. From the list of real time screens and assigned Skillsets, select the
option(s) which you wish to view in Real Time. To select more than
one Skillset but not all of them, hold down the ctrl key and make
selection. When your selection is complete click Submit.

| Logout | Help | Admin |
Please select the type of Real Time screens and skillsets you wish to view
3 fram the list below
Real Time
[ Agent Summary [T Call Surmary
Agent Alarms ™ Agent Detail ™ Call Detail
Wallhoard Setup You have no favourites saved
Time Bins Setup Al
SKILLY
Reports and Schedules
Select All Create Favourite |
Cancel |
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Note: Each of the real time screens options selected will open separate
screens and not a combination of the selection. If a Client PC does not have
Java installed, on launching more than one Real Time screen, Java will try to
be installed that many times on the Client PC.

3. RCC will then display the Real Time data screen for the Skillsets that
have been selected.

Call Summary

Call Summary You are curren tly viewin g Skillsets: SKILLL

Unrea
virmary  Secondary |  AnSwere d #bandoned Disconne: ched '\‘,3“9.2“ skillset | Service | skillset

SHNI | piboy | Lewel | Mods

killset Waiting | Delayed ©
ay | Hour Day | Hour Day | Time

Msgs
o [ o [ o [ o [oooo2if 0 [ 100% | [=]
0 [ o [ o | o Jooomzi]f o [1o0% [ pay |

Grouping |

s}
1 [ o [ o 1 o [ 1 [ 1
1 SHILLY [ 1+ | o |8 0| 1 [ 1

@ Connection Status

‘g'] Applet callsummary started ,_ ,_ ,_ ,_ ,_ & Internet 4

The Real Time Call Summary Report displays the following Information:

a. Skillset: ‘Grouping’ refers to all selected Skillsets. Skillset Number
and names are displayed in this column.

b. Waiting: Indicates the number of calls that are in the Skillset queue
waiting to be answered.

c. Delayed: Indicates the number of calls that are currently in a delayed
state, that is having reached the Contact Center but have not been
forwarded to a skillset.

d. Primary Alert: Indicates the number of calls in the Skillset queue that
have exceeded the Primary Alert Threshold. If at least one call in the
Skillset queue has exceeded this threshold then the background of this
cell will change to yellow.

e. Secondary Alert: Indicates the number of calls in the Skillset queue
that have exceeded the Secondary Alert Threshold. If at least one call
in the Skillset queue has exceeded this threshold then the background
of this cell will change to red.

f. Overflow: Indicates the number of calls currently in excess of the
Contact Center Skillset overflow threshold. This does not show the
number of calls that have overflowed out of the Skillset queue. It
shows the number of calls that the Contact Center is actively seeking
overflow destinations for.

g. Answered Hour/Day: Indicates the number of Incoming Contact
Center Calls that have been answered by Agents in that Skillset in the
current hour and current day.

h. Abandoned Hour/Day: Indicates the number of abandoned calls in
each Skillset for the current hour and current day.
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i. Disconnected Hour/Day: Indicates the number of calls that were
disconnected by the Contact Center in the current hour and in the
current day.

j. Longest Waiting Time: Indicates the waiting time of the call in the
gueue that has been waiting the longest.

k. Unread Skillset Messages Msgs: Indicates the number of messages
in the Skillset mailbox that have not been read. If there are any unread
messages the background of this cell will turn red.

. GOS: The Grade of Service figure in the Grouping row is a means
average of the GOS values of the skillset rows displayed below the
Grouping row. For example, three skillsets are in the view, and they
had the following individual skillset values:

Skill 1 GOS = 0%

Skill 2 GOS =100%

Skill 3 GOS =100%

The Grouping row shows a GOS of 66%, calculated as follows:
GOS = (0 + 100 + 100) / 3 = 66%

This value shows the User what their average GOS is over all
the selected skillsets.

m. Skillset Mode: Indicates the method of operation the Skillset is
currently running in (Day or Night).

Call Detail
v 2,5.447.0,6
Call Detail fou are curren tHy viewin g skillzets: SKILL1
Incoming Contact Center Calls Unraad
Medis Type Primary | Secondary Answare 4 Abandonad Disconne ced | on Hold I{.@:gﬁf; Skillzet | Service
il ait] Del d Ouverl Mailb: Ls |
aiting | Delays et et verflow | pay | H Day | 1 pay ol I‘:Isgzx eve
Woice 0 i) i) i) i) z 2 0 i) i) 0 0 00:00:00 i) 0%
Multimedia 0 1] 1] 1] 1] 1] 0 0 1] 1] 0 0 00:00;00 1] 100%
Total 0 1] 1] 1] 1] 2 2 0 1] 1] 0 0 00:00:00 1] 0%
@ Connection Status
|2j Applet callDetail started ’7,7’7,7’7 £ Internst 4

The following sections describe the available information for the Call Detalil
Report:

a. Waiting: indicates the number of calls that are currently waiting in the
Skillset queues to be answered.

b. Delayed: indicates the number of calls that are currently in a delayed
state, that is, having reached the contact Center but have not been
forwarded to a Skillset.

c. Primary Alert: indicates the number of currently waiting Calls that
have waited in excess of the Contact Center Primary Alert. (Note that
this is mutually exclusive with the Secondary Alert). If any calls have
waited in excess of the Primary Alert, the background to this cell
changes to yellow.

d. Secondary Alert: indicates the number of currently waiting Calls that
have waited in excess of the Contact Center Secondary Alert. (Note
that this is mutually exclusive with the Primary Alert). If any calls have
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waited in excess of the Secondary Alert, the background to this cell
changes to red.

e. Overflow: Indicates the number of calls currently in excess of the
Contact Center Skillset overflow threshold. This does not show the
number of calls that have overflowed out of the Skillset queue. It
shows the number of calls that the Contact Center is actively seeking
overflow destinations for.

f. Answered Hour/Day: indicates the number of calls that were

answered by the Agents in the Skillsets, in the current hour and in the
current day.

g. Abandoned Hour/Day: indicates the number of calls that were
abandoned in the Skillsets, in the current hour and in the current day.

h. Disconnected Hour/Day: indicates the number of calls that were
disconnected by the Contact Center in the current hour and in the
current day.

i. Longest Waiting Time: indicates the waiting time of the call that has
waited the longest, of the list of currently waiting calls.

j.  Unread Skillset Messages: Indicates the number of voice mail

messages in the Skillset Mailbox which have not been listened to. If
any messages have not been listened to, the cell background is red.

k. Grade of Service (GOS): Indicates the grade of service currently
offered to incoming callers.

Agent Summary

Ager‘lt Summary’ rou are currently viewing Skillzets: SKILL1

on ©n Mon-
Mot Mot Ringi Contack Braak Contact
Ready |Available naing | - ontre Time Centre
Calls Callz
Grouping 1 o] 1 o] a a o] o] 0 a a a ;I

1 SKILL1 1 o] 1 o] 1] 1] o] o] 0 1] 1] 1] |

on on with all
Cutgoing | Internal Calls
Call Call Held

Logged

Skillzat n

Supervising | Available

® Connection Status

|£j Applet agentSummary started l_ l_ ’_ l_ l_ # Internet v

The Real Time Agent Summary Report shows a selection of statistics:

a. Skillset: ‘Grouping’ refers to all selected Skillsets. Skillset Number
and names are displayed in this column.

b. Logged In: Indicates the number of Agents who are logged into the
Skillsets.

c. Supervising: Indicates the number of Agents who are currently
supervising other Agents.

d. Available: Indicates the number of Agents who are available to take
Incoming Contact Center calls.

64

NN40011-024 Issue 1.2 BCM Rls 6.0



Reporting for Contact Center

Agent

Not Ready: Indicates the number of Agents who are in the Not Ready
state. Not Ready can be manually invoked by the Agent or it may be
that the Agent has missed an Incoming Contact Center call and has
automatically placed in the Not Ready state.

Not Available: Indicates when a Contact Centre agent invokes certain
features for example F981 voice mail or performs any action that
prevents them from receiving a Contact Centre call like lifting the
receiver.

Ringing: The number of agents who have calls ringing on their
handset.

On Contact Center Calls: Indicates the number of Contact Center
Agents who are currently on Incoming Contact Center Calls.

Break Time: Indicates the number of Agents who are in Break Time
following the completion of an Incoming Contact Center Call.

On Non-Contact Center Calls: Indicates the number of Agents who
are currently on incoming calls that have not been handled by the
Contact Center.

On Outgoing Calls: Indicates the number of Agents who are on
Outgoing Calls.

On Internal Calls: Indicates the number of Agents who are currently
on Internal (Intercom) calls.

. With All Calls Held: Indicates the number of Agents who have all of

their Current Contact Center Calls on hold.

Detall

Age

nt Detail ‘fou are currently viewing Skillsets: SKILL1

Mon-Contact
Anzwered Contact
Logged Centre Calls Outgoing Calls Centre Calls

in 55 Status Duration

Agent
Haour Day [Haur Day |Hour Day

Agentz 1 Available [ ooii4i16 ]z 2|0 olo oM

W

@ Connection Status

Check Agent Alarms

|ﬁj Applet agentDetail started ’_ ’_ ’_ l_ ’_ |O Inkernet

The following sections describe the available information.

a.
b.

ID: Indicates the Contact Center ID of the Agent.

Agent: Indicates the name of the Agent and indicates the state the
Agent is in by colouring the cell background. The state of the Agent
depends on their current activity. Further detail on the Agent state can
be seen in the Status column
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Logged In SS: Indicates the Skillsets the Agent is currently logged in
to.

. Status: This column provides additional detail about the Agent state,

as follows:

e Incoming: An Agent is in the Incoming State when they have
answered an Incoming Contact Center Call. The information in the
Status column indicates the type of call.

¢ Incoming Non-Contact Center: When an agent receives a call that
didn’t originate from a Contact Center Skillset, this is termed a Non-
Contact Center call.

e Break Time: Is the term used to describe the period of time
allocated to each Agent to allow post-call completion work, also
called wrap-up.

e Outgoing: When an Agent makes an Outgoing Call; the Agent is in
the Outgoing State.

e Supervisory Monitoring: When an Agent who is created in the
Contact Center as a Supervisor undertakes a monitoring session
with another Agent, the Status column displays Monitoring. There
are various states associated with Monitoring:

e Asked: An agent has pressed F906 to request help from the
supervisor.

e Helping: The supervisor has answered the agent help request.

e Monitoring: The supervisor has initiated a monitoring session
via F905.

e Viewing: When in the Monitoring state via F905, the
Supervisor is selecting the Skillset of the agent to monitor.

e Observing: When in the Viewing state, the Supervisor has
selected an Agent to Observe.

e Available: These are Agents who are available to answer Incoming
Contact Center Calls.

e Not Available: Indicates when a Contact Centre agent invokes
certain features for example F981 voice mail or performs any action
that prevents them from receiving a Contact Centre call like lifting
the receiver.

e All Calls Held: An Agent has placed all of their calls on hold.

¢ Not Ready: Represents Agents who are in the Not Ready state.

¢ Ringing: This state will display when an Agent has a ringing call on
their handset, i.e. the Agent has been presented with a call but
hasn’t picked up the call yet.

. Duration: Displays a timer that represents the time the Agent has

spent in the current state. If the Agent has been in the current state for
a period in excess of the associated Agent Alarm, the background of
this cell turns red.

Answered Contact Center Calls Hour/Day: Answered Contact
Center Calls Hour/Day indicates the number of Contact Center Calls
that this Agent has answered in the current hour and in the current day.

. Outgoing Calls Hour / Day: Outgoing Calls Hour/Day indicates the

number of Outgoing Calls that this Agent has made in the current hour
and in the current day.
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h. Answered Non-Contact Center Calls Hour/Day: Answered Non-
Contact Center Calls Hour/Day indicates the number of Non-Contact
Center Calls that this Agent has answered in the current hour and in

the current day.

i. Check Agent Alarms: Click Check Agent Alarms to update any
Agent Alarms that had been set through Reporting for Contact Center
after the Agent Detail Real Time screen had been opened.

The below is example Agent Detail screen showing Agents in different states:

Agent Detall

I Agent
2

g

=)

G Steve H
15

# Connection Status

Logged
Into Status
55

1 Ayallahle
1 Mot Ready
2 'E'Intern:n:urn
2 Calls Held
2 Mot Ready
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Agent Alarms

Agent Alarms allow the Contact Center Supervisor to be alerted in the Real
Time Agent Detail display, when an Agent exceeds specified parameters for
various states. Thresholds can be set and will trigger an alarm to alert the
Contact Center Supervisor of excessive call activity. For example, you can
specify a target duration for an Outgoing call and if an Agent exceeds that
duration, an alarm is raised.

Follow the steps in this section to configure Agent Alarms.

1. From the Reporting section of Reporting for Contact Center click on
Agent Alarms. Then click on Agent Alarms Setup.

| Logout | Help | Admin |

Agent Alarms Setup

\ Real Time thresholds.

Agent Alarms Setup

Skillset list

Flease select the Skillzet for which you wish to configure Real Time agent

Addmin
Sales

Wallhoard Setup

Time Bins Setup

Reports and Schedules

Agsign values
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2. From the list of assigned Skillsets select which one you wish to assign
Agent Alarms to. To select more than one Skillset but not all of them,
hold down the ctrl key and make selection. When selection is complete

click Assign Values.

Main | Logaout

Real Time

Agent Alarms Setup

Wallboard Setup

Time Bins Setup

Reports and Schedules

Agent Alarms Setup

Please select the Skillzet far which you wish to configure Real Time agent

thresholds.

Admin |

Skillset list

Assignvalues | d——mmm"

3. The Agent Alarms Values screen will be displayed.

Real Time

Agent Alarms Setup

Wallboard Setup

Time Bins Setup

Reports and Schedules

Agent Alarms Values

Agent State

Available

Internal Call
Clutgoing Call
Incarming CC
Incoming MMCC
Incoming non CC

Mot Ready

Maote: If you change your Agent Alarm settings you will need to click the
"Check Agent Alarms" button on the Agent Detail Screen if it is currently

Threshold
(MM:S5)

[o0 =]} Joo =]
00 =00~
oo -
0o =
oo =
oo =

g -\ -

g | -

on -

g -\ -

00 =f |00 >

AN
H[HIAHHN

submit | Cancel |

open for the new thresholds to take effect.
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4. The following Agent Alarms can be configured in Reporting for Contact

Center:

a) Available: An Agent who is in an Available state for excessive
periods

b) Internal Call: An Agent who is on an Internal Call for excessive
periods

c) Outgoing Call: An Agent who is on an Outgoing call for excessive
periods

d) Incoming CC: An Agent who is on an Incoming Contact Center
Call for excessive periods

e) Incoming MMCC: An Agent who is on a Multimedia Contact
Center Call for excessive periods.

f) Incoming non CC: An Agent who is on an Incoming non Contact
Center call for excessive periods.

g) Not Ready: An Agent who is in Not Ready State for excessive
periods

5. Enter the values that you wish to apply to Agent Alarms, and click on
Submit.

Agent Alarms Values

Agent State Threshold
Real Time (MM:55)
Ayailable IEIEI 'I ° IEIEI 'I
Agent Alarms Setup Internal Call no =y - IEIEI 'I
Dutgoing Call | vI : |nn vI
Wallboard Setup Incarming CC [00 =] - [o0 =]
) ) Incoming MMCC IEIEI 'I ° IEIEI 'I
Time Bins Setup
Incoming non CC IEIEI 'I : IEIEI 'I
Reports and Schedules Mot Ready I oo :I' : I oo :I'
Subimit I Cancel |
Mote: If you change your Agent Alarm settings you will need to click the
"Check Agent Alarms" button on the Agent Detail Screen if it is currently
open for the new thresholds to take effect.

Wallboard Setup

For Wallboard and ipView SoftBoard setup, configuration and use please
refer to the ipView Wallboard Guide and ipView SoftBoard Guide.
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Time Bins Setup and Configuration

Time Bins are fields on the Current and Historical Reports that allow us to
categorise calls that have involved the Contact Center, and indicate when
calls are being answered or abandoned during specified time frames. There
are two types of Time Bins; Answered Time Bins and Abandoned Time
Bins.

The Answered Time Bins are a series of six time steps used in the statistical
analysis of Answered Contact Center Calls. For example, the Answered Time
Bins could be set at <10 seconds, <20 seconds, <30 seconds, <60 seconds,
<90 seconds, <120 seconds and >120 seconds. Calls answered in less than
10 seconds would be entered into the first Time Bin. A call answered in 46
seconds would fall into the fourth Time Bin (<60 second).

Abandoned Time Bins work on the same principle of Answered Time Bins
but relate to the time taken for a person to abandon a call without being
answered by a Contact Center Agent or overflowed to another destination.

To configure Answered Time Bins and Abandoned Time Bins follow these
steps:

1. From the main menu click on the Time Bins Setup link.

Main | Logout | Help |
Welcome Ed
Real Time ] ) ) )
From this screen you can navigate to the various areas of Reporting for
Caontact Center.
Agent Alarms

Help is available within each section from the help tab at the top of screen
and you may log out at any time by pressing the log out button.

Time Bins Setup h

Reports and Schedules
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From the list of assigned Skillsets select which one you wish to setup

Answered and Abandoned Time Bins for.
cannot be made for Time Bins Setup.

Notice that dual selections
Time Bins are configured

exclusively to each Skillset. When selection is complete click Assign

Time Bins.

Main | Logout

Real Time

Agent Alarms

Wallboard Setup

Time Bins Setup

Reports and Schedules

| Help Admin

Time Bins Setup

Flease select the Skillset for which you wish to assign time bins

Skillset list

Assigh Time Bins |h

By default the Time Bins for both Answered and Abandoned calls are
set to 10, 20, 30, 40, 50 and 60 seconds. Alter these values to suit the
reporting requirements. When completed click Submit.

] | Logout

Real Time

Agent Alarms

Wallboard Setup

Time Bins Setup

Reports and Schedules

| Help Admin

Time Bins

Please enter Time Bin walues below (mm:ss) for SKILL1

Answered Time Bins Abhandoned Time Bins
{(MM:S5) (MM:55)

TimEElin1|EID 'I;Im 'I TimEElin1|DEI vI;|1D 'I

Time Bin 2[00 =] - Time Bin 2 [00 =] - [207=]

Time Bin 3 [00 7] - Time Bin 3 [00 =] - [30=]

Time Bin 4 [00 =] - Time Bin 4 [00 =] - [40 =]

Time Bin 5 [00 7] - Time Bin 5 [00 =] - [50=]

Time Bin & [01 =] - Time Bin 6 [01 =] - [00 =]
[ Cancel |
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4. The below shows how the Time Bins Setup are applied to reports.

Skilsets Customer service
Prezented Time Bind Time Bin 2 Time Bin 2 Time Bind Time BinS Time BinE  =Tirme Bin
Calls E
Abandoned
Total 3 0,0% 1,33% 1,33% D.0% D.0% 0,0% 1,33%
Woize 3 o,0% 1,33% 1.33% 0.0% 0.0% o,0% 1,33%
Multimedia ] o,0% o, 0% 0,0% 0,0% 0,0% o,0% o,0%
Fresentad =00:10 <00:20 <=00:30 =00:40 =00:50 =04:00 =04:00
Calls
Abandoned
Custorer service (1] 3 o,0% 1,33% 1.33% 0.0% 0.0% o,0% 1,33%
Woice 3 o, 0% 1,33% 1,33% 0,0% 0,0% o, 0% 1,33%
Multi rmediz 1} o,0% o, 0% 0.0% 0.0% 0.0% o,0% o,0%
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Reports

Reporting for Contact Center provides you with a flexible and easy to
understand set of reports. The reports contain information on the call traffic in
and out of your Contact Center, and on the activities of your Contact Center
Agents. Reports are listed and can be loosely grouped into the following
categories:

e Agents: Reports related to Agent activity.

e Calls: Reports related to calls.

e Miscellaneous: All other reports, such as Supervisor reports, Activity

Code reports, System Configuration, and Call Audit reports.

Reports can be generated for any elapsed period of time. This means that if
you want to have a report that contains information from 12:00 mid-day
Tuesday to 16:15 Thursday afternoon, you can easily obtain it. There are no
pre-defined limitations on the period of time a report can include.
Accessing Reports

Use the following procedure to access the reports.

1. Click on the Reports and Schedules link.

Welcome Ed
Real Time ) ) ) )
From this screen you can navigate to the various areas of Reparting for
Contact Center.
Agent Alarms

Help is available within each section from the help tab at the top of screen
and you may log out at any time by pressing the log out buttan.

Wallhoard Setup

Time Bins Setup

Reports and Schedules f

2. Select the desired report (or multiple reports) from the list of available
reports.

3. Select required dates and times in the From Date/Time and To
Date/Time fields. You can use the calendar box for date selection.

4. You can choose to view the report(s) by simply clicking View, or send
the report(s) to a printer by clicking Print.

Note: If you are choosing to send the report to a printer from this window, only
printers available to the Web Host PC can be selected.
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Note: If you have created print jobs, you can click on the View/Cancel print
jobs button to cancel any queued jobs that have not yet printed.

Reports and Schedules

lease select the report you wish to view from the list below

rom Date From Time To Date To Time
Wyyyimmided 24 Hour Format yyyyimm/edd 24 Hour Format 3
[z00703/11 dl fooon ooz s I T <+

Report Names

Agent Alarms

Wallboard Setup

l Al Reports Open Reports Explained Help Index

Time Bins Setup
[~ Agent Activity by Agent
Reports and Schedules T Agert Audl by Agert
Daily Schedules « [~ Agent Average by Agent
Weekly Schedules »
Monthly Schedules « [~ Agent Capacity by Skilset

Get Latest Contzct Certer Datz =
Agent Profile by Agent

Call Breakdowen by Agert

Ahandoned Calls by Skillset
Ahanconed CLIDNIS
Answered Calls by Skillset
Answered CLIDDNS

Call Average by Skillset

Call Prafile

S e e P e e T e e

Summary
Activity Code by Agent
Activity Code by Pegs

Activity Code by Skillzet

Help Request by Supervizor
Supervizor Manitar by Agent
System Configuration

r
r

r

r

r

r

r

r

[~ Incoming Call by Skilset
r

r

r

r

r

r

r

[~ Unanswered Help Request by Agert
r

Call Audt

Lo Ll Lo L Lo Lo s L

Reports will open in newy window

Send to Printer Print Delay

HF 2000C j IDD:D] Print |

The time now iz 10:41. Your reparts will print from this time: plus the Print Delay time.

View/Cancel printjobs

Reset |

Note: Data in any of the reports is only as up to date as the last time data
was received. To ensure that all data in the reports is as up to date as
possible before viewing any reports click the Get latest Contact Center Data
under the Reports heading.
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5. Once the desired report(s) is selected you may be requested to choose

which Skillset you wish to view. Once selected press Submit.

| Logout

Real Time

Agent Alarms

Wallhoard Setup

Time Bins Setup

Reports and Schedules

Daiby Schedules =
Weekhys Schedules =

Monthhy Schedules =
Get Latest Cortact Center Data =

| Help Admin

Select Skillsets

Please select the Skillsets you wish to report an.

You have no favourites saved

Skillsets

SeledAIIl Create Favourite |

q Submitl Cancel |

6. Some Agent reports also require the agents you want to view to be
selected.

Select Agents or Skillsets

For your agent repons please select either skillsets or agents.

Skillset Favorites

Name

seillg:  Delete Select
Skillsets SelectAll |
SKILL1

SKILL2

SKILL3

Create Favounte |

Submit | Cancal |

Agent Favorites

Hame

1224 Delete | Select |
all Delaeta | Selact I
Agents Salect All I
IMWWWIWIAVWWWWW M
WIMMMMMBMMMRRIW

Create Favourite |
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7. A new window will now open to show the report is being generated.

0.30.30.45 - Report Yiewer - Microsoft Internet Explorer =10|
Wiew Raw Data (CSV Eeports Explained - [Heln]
4 4 ofo b bl [roow | Find | Hevt  [Selecta format <] Export (5
P
S

Report is being generated

€] ¢Litem remaining) Cpening page http:{/200,30,30,45/Report erver S50LEXPRESS/Reserved Reportviene | | || | |Unknown Zane 4

8. The selected report with the desired time period will then be displayed.

& Report Viewer - Windows Internet Explorer

lviewRawpata(c8y  Zeports Explained - [Help]
4 4 [t Joft b bl [100% vl | | Find | Next Export S
A

Company Mame
Report Title Answered Calls by Skillset
Report Period 26 Jul 2010 15:13 to 28 Jul 2010 16:27
Report Created 28 Jul 2010 17:45
Data Timestamp 28 Jul 2010 16:26
Skillsets SKILL1

Presented Time Bin 1 TimeBin2 TimeBin3 TimeBind TimeBins TimeBing >Time Bin &

Ancs::red
Total 1 1 (100%) 0 (0%) 0 (0%) 0 (0% 0 (0%} 0 (0%) 0 (0%)
Voice 1 1 (100%) 0 (0%) 0 (0%} 0 (0%) 0 (0%) 0 (0%) 0 (0%)
Multimedia 0 0 (0%) 0 (0%) 0 (0%) 0 (0%) 0 (0%} 0 (0%) 0 (0%)

Presented <00:10 <00:20 <00:30 <00:40 <00:50 <01:00 >01:00

Calls

Answered
SKILLY (1) 1 1 (100%) 0 (0%) 0 (0%} 0 (0%) 0 (0%) 0 (0%) 0 (0%)
Voice 1 1(100%) 0 (0%) 0 (0%) 0 (0%) 0 (0%} 0 (0%) 0 (0%)

w
Done & Local intranet E 100% -
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Creating Favourites

For users who wish to frequently access the same report relating to multiple,
but not all of the Skillsets or Agents on varied dates, there is the ability to
create ‘Favourites’.

To create a Favourite follow the instructions below.

1. Select the report that you wish to view, and click on the View button.
Reports and Schedules

Please select the report you wish to view from the list below

Real Time
From Date From Time To Date To Time
yyyyimmscdd 24 Hour Format yyyydmmidd 24 Hour Format
Agent Alarms
jzo07/03m1 & joooo [2007/09/11 s [ VT

Wallboard Setup Report Names

0pen Reports Explained Help Index

ﬂ
ﬂ
ﬂ
ﬂ
ﬂ
ﬂ
j
ﬂ
ﬂ
ﬂ
ﬂ
j
-
ﬂ
ﬂ
ﬂ
ﬂ
ﬂ
ﬂ
ﬂ
ﬂ

Time Bins Setup
Agent Activity by Agent

Reports and Schedules (TR R B
Daily Schedules »

Weekly Schedules -
Monthhy Schedules »

Get Latest Cortact Center Osta =

Agert Average by Agent

Agent Capacity by Skillzet

Agert Profile by Agert

Call Breakdown by Agert

Abandoned Calls by Skillset
Abandoned CLIDIDMS
Answered Calls by Skillset
Anzwered CLIDDNS

Call Average by Skillset
Call Profile

Incoming Call by Skillzet

Summary

Activity Code by Agent
Activity Code by Pegs
Activity Code by Skillzet
Help Request by Supervisar
Supervisor Monitor by Acent
Syatem Configuration

Unanswered Help Request by Agent

ml m il m ful m ) e el e Gel e el e el e Gl e e e el

Call Audit
Wiew |
Reports will open in nesy window
Send to Printer Print Delay

HP 2000C =l oot Print |

The time novee iz 10041, Your reports will print from this time plus the Print Delay time.

Yiew/Cancel print jobs

Feset |
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2. In this example a Favourite will be created to view agent activity in the
Sales and Tech Support Skillsets.

3. Select from the Skillsets that have been assigned to the user the ones
that the user wishes to group together. Once selection is complete,
click Create Favourite.

Main | Logout | Help | Admin |
Select Skillsets
Please select the Skillsets you wish to report on.
Real Time
You have no favourites saved
Agent Alarms Skillsets
Sales
Wallboard Setup Tech Support
Time Bins Setup
Reports and Schedules
Daily Schedules »
Weekly Schedules -
Monthly Schedules -
Get Latest Contact Center Dats » Salact Al | Create Favourite (
Submit | Cancel |

4. Enter a name that the user wishes to give to this group and click
Submit.

Save Favourites

Please give the favourite a name by entering it below.

Real Time

Fawourite name |Sales & Tech Support

Agent Alarms s [ Submit | Cancel |

Wallhoard Setup

Time Bins Setup

Reports and Schedules

Daily Schedules =
Weekly Schedules -

Monthly Schedules =
Get Latest Contact Certer O=tm =
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5. To select the Favourite:
a. Select report to be viewed
b. Adjust relevant time/date period
c. Select the printer
d. Print for output to hard copy.
Or
e. Select View to send to screen

Reports and Schedules

Please select the report you wish to view from the list below

Real Time
From Date From Time To Date To Time
yyyy mmicdd 24 Hour Format yyyyidmmidd 24 Hour Format
Agent Alarms
|2007/09/11 & fooon [2007/0810 & froao

Wallboard Setup Report Names

Time Bins Setup
[~ Agent Activity by Agent

0pen Reports Explained Help Index

Reports and Schedules (eI MR 57 (R 4

Daily Schedules =
Weekly Schedules =
Monthly Schedules »

Get |astest Contact Center Osts =

Agent Average by Agent

Agent Capacity by Skillzet

Agent Profile by Agent

Call Breakdown by Agert

Abandoned Calls by Skillzet
Abandoned CLIDIDNIS
Anzwered Calls by Skillset
Anzwered CLIDIDNIS

Call Average by Skillzet
Call Profile

Incoming Call by Skillzet

Summary

Activity Code by Agent
Activity Code by Pegs
Activity Code by Skillzet
Help Request by Supervisar
Supervizor Monitor by Agent
System Configuration

Unanswered Help Request by Agent

ml w fml w fml m fml e Al m Nel e el w el w el e e e

Call Auchit

ﬂ.
-
ﬂ
ﬂ
7
ﬂ
ﬂ
ﬂ
ﬂ
a
ﬂ
ﬂ
A
ﬂ
ﬂ
ﬂ
ﬂ
ﬂ
ﬂ
ﬂ

e F
Reports will open in nesw window

Send to Printer
HF z000<

Print Delay

= [ooor

Yiew/Cancel print jobs

Feset |

The time nove is 10049 . Your reports will print from this time plus the Print Delay time.

Frint
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6. Once the Select Skillsets window is open, select the Favourite by
clicking on the select button, then click Submit.

Select Skillsets
Please select the Skillsets you wish to report on.
Real Time
Favourites
Agent Alarms Name ’
Sales & Tech Support Delete | Select |
Wallboard Setup
Skillsets
Time Bins Setup
Sales
Tech Support
Reports and Schedules
Daily Schedules »
Weekly Schedules =
Monthhy Schedules =
Get Latest Contact Center Data =
Select Al | Create Fawvourite I
wPp_Submit | _Cancel |

7. This is the report for Admin & Support. Has been set to request for data
between the 10™ and 11th Sept 07

Company Name
Report Title Call Profile
Report Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12
Report Created 11 Sep 2007 11:31
Data Timestamp 11 Sep 2007 11:11
Skillsets Sales
Report Time Presented Presented cCc cC cC cC cC cC cC cC Serv|
Periods Calls Calls T i Tr Tr: i T i Tr i Tr i T i Leve|
Disconnected Answered Abandoned Answered by Answered By Answered By Answered By Answered By Handled in
Agent Voicemail Operator Overflow HNon-Agents Another
Agents Skillset
SKILL(1) E 0 3 0 3 0 0 0 0 0 Ej
1400 0 0 0 0 0 0 0 0 0 0 10
10 Sep)
“oice 0 o o 0 o o 0 o o 0 10
Muttimecia 0 1] 1] 0 o 1] 0 o 1] 0 10
15:00 0 1] 1] 0 o 1] 0 o 1] 0 10
(10 Sep)
“oice 0 0 0 0 0 0 0 0 0 0 10
[ i = = i = = i = = i 1

This report that is displayed will show only the statistics for the Skillsets that
have been selected to be in the Favourite list. Almost every report that is
selected to be viewed now will give the user the opportunity to use the
Favourite rather than select multiple Skillsets every time.

This feature is useful when each user has many Skillsets to report on. For
example, there maybe four Skillsets (Sales A, Sales B, Sales C and Sales D)
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which the user may wish to be grouped together into a Favourite named

Sales.

Note: The same procedure can be applied to creating favourites for Agents.
Select one of the Agent reports and repeat the process from step 3.

Using Reports

Many reports allow the User to choose to report on any combination of the
Skillsets they have been assigned. They can report on a single Skillset, a
combination of their assigned Skillsets or all of their assigned Skillsets.

Each report will show a header of information that will contain:

a.
b.
C.

d.
e.

The Company Name.

The Report Title.

The Period the report covers (start time and date and an end time and
date).

The time and date when the report was created.

The time and date when the report data was obtained from the Contact
Center.

The Skillsets included in the report.

AVAYA

Company Mame

Report Title Answered Calls hy Skillset

Repart Period 11 Sep 2007 00:00 to 11 Sep 2007 09:36
Report Created 11 Sep 2007 09:48

Data Timestamp 11 Sep 2007 09:35

Skillsets SKILL1
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Report Options

Every report that is viewed has a standard layout and facilities such as
printing.

4} http://200.30.30.45 - Report ¥iewer - Microsoft Internet Explorer B[] 3
Migw Raw Data (CSW) Reports Explained - [Hel

I4 4 |1 of 1 [ Rl |1DD% ;I | Find | Mext ISeIectaformat vIExpor‘t = |

Printing Reports

= To print this particular report, click the print icon.

Beint 21|
General |
— Select Printer
1@ Jml jy
S 2 @

I;I_I_I;

Add Printer HP Deskjet iRS570 Jaws PDF
6600 Set... 5 Creatar b
1] |

Status: Feady Freferences |
Location:

Camment: Find Printer... |

— Page Range
Lo Number of copies: |1 3:

© Selection € Cument Page

! Pages: I

Frint I Cancel | Apply |

Note: When printing from a report, printers local to the viewing PC can be
selected.

Exporting Reports
To export this particular report to another location and format (pdf or Excel).

x
Select a format v| Expi
—=elect a format Do you want to open or save this file?

|Acrobat (PDF file

@ Mame: AnsweredCallsbySkillset, xls
Type: Microsoft Excel Worksheet, 73.5 KB

From: 200,30,30.45

Open Save

‘wihile files fram the Internet can be useful, some files can potentially
harm pour computer. IF you do not trust the source, do not open or
zave this file. What's the rigk?
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Viewing and Navigating Reports

I w5l To alter the magnification of the report being viewed

| I«

Iadmin Find | Mext

4

1 ofil

Reports Explained Help

Y To scroll through
the pages of
each report

To find specific text in this report.

Select the Reports Explained Help link to open a separate window with
descriptions of the current report parameters that are being viewed.

Miew Raw Data (CSW

4 4 Il of 3

[

200.30.30.45 - Report Yiewer - Microsoft Internet E

=lolx| EIETE

id
Reports Fxplained - # | :f'

|100% =l Jadmin

Cornpany Mame
Report Title
Report Period
Report Created

Data Timestamp

AVAYA

Call Profile

11 Sep 2007 00:00 to 11 Sep :
11 Sep 2007 10:06

11 Sep 2007 09:50

Find | Mext Select a format vl Export =

‘200.30.30.45 - Reporting for Contact Center - Microsoft Inter F‘EF i =] 4]

Call Profile | Reports Explained - Help Index
Call Profile =

Sumimary
Thiz report provides a profile of the Transactions within the Contact Center, broken dovwn into Hour, Day, and Morth.

Thiz report demonstrates numbers of calls presented to the Skilsets in the report, and the number Answered, Abandoned,
Disconnected, Answered by Agerts, Yoicemall, Operator, Overflow Agents, Mon-Agent & and Cther Skilsets during &
report period. it also presents the Service Level, expressed as a percentage.

Skillsets SKILL1
Thiz report can be used to determine the fate of callz profiled inoa report. & Call Profile repott can indicate the number of calls
in various time slots and if calls are Answered by Agents in & Skilset, for example.
Report Time Presented Dresented cc ;2:0(‘;5" Profile report can alzo be used to help determine staffing levels and call peaks on & particular day or for & particular
Periods Calls Calls Transactions T :
Disconnected Answered
& Call Profile report that spans several weeks will identity swhether a call peak is a general trend in an average week, and
may indicate a need for higher staff availabilty on certain days.
UL 2 . 2 A Call Profile report can alzo be uzed to judge the effectiveness of a marketing campaign. & report covering one period for &
number of previous years can be compared with & report for the year of the marketing campaign.
1910:800 g g g A Call Profile report Graph is provided. This displays the number of calls thet were Presernted, Answered and Abandoned
(10 =) for the report time period selected,
“oice 0 o 0
: i Logic
hultitnedia 0 1] 0
=
4 &l 4 Internet v
[&] Done H | trternst Al

84

NN40011-024 Issue 1.2 BCM Rls 6.0



Reporting for Contact Center

View Raw Data CSV

Raw data can be viewed and saved in CSV format for importing into e.g.

Excel.

1. Click the View Raw Data (CSV) link to open a new window containing
all of the report data in comma separated view (CSV) format.

I [=] b

Reports Explained - [Hel

=10l x|

of

1 '200.30.30.45 - Repork Yiewer - Microsoft Internet Explore
“|diew Raw Data (CEW
I K] |1 of 3 Bl [admin Find | Hext Select a farmat vl Fonnt <
I 45 | ‘tp://200.30.30.45 - CSY data - Microsoft Internet Explorer
Company Name,
Report Title,Call Profile
Beport Period, 11 Sep 2007 00:00 to 11 Sep 2007 09:51
Report Created,11 Sep 2007 10:06
I Data Timestamp, 1l Sep 2007 09:50
Skillsets,3KILL1
Company Mame
Report Time Periods,Presented Calls,Presented Calls Disconnected,CC Transac
Report Title Call Profile ’ : ’
P SKILL1(1),Z,2,0,0,2,0,0,0,0,0,50,5KILL1(1),2,2,0
Report Period 11 8ep2007 | +vrrrrvvsirress
ao: o0
Report Created 11 Sep 2007 (11 Sep),0,0,0,0,0,0,0,0,0,0,100,,,,
| Yoice,0,0,0,0,0,0,0,0,0,0,100,,,,
-| Data Timestamp 11 Sep 2007 | mwyicimedis,o,0,0,0,0,0,0,0,0,0,100,,,,
Skillsets SKILL1 MSASSARERERRAA N
01:00
(11 Zep),0,0,0,0,0,0,0,0,0,0,100,,,,
Voice,0,0,0,0,0,0,0,0,0,0,100,,,,
Multimwedis,0,0,0,0,0,0,0,0,0,0,100
Report Time Presented  Presented P T T T m e e m e AR
- srirrssaiirreas
Periods Calls Discﬁ:‘::;c(e 0z 00
(i1 Zep;,0,0,0,0,0,0,0,0,0,0,100,,,,
¥oice,0,0,0,0,0,0,0,0,0,0,100,,,,
SR 5 g Multimedia,0,0,0,0,0,0,0,0,0,0,100,,,,
FiiRrEddiin R
03:00
T i i (11 sep;,0,0,0,0,0,0,0,0,0,0,100,,,,
& Voice,0,0,0,0,0,0,0,0,0,0,100,,,,
Multimedia,0,0,0,0,0,0,0,0,0,0,100,,,,
Yoice a a
srirrssaiirreas
Mutimedia i i 04:00
4
|@Done
1l

1€

@[ @wem

I_I_I_I_I_W

2. To save the raw report data click on the Save as File button at the

bottom of the Raw Data report page.

200.30.30.45 - C5¥ data - Microsoft Inter

Mulrvimedia,o,0,0,0,0,0,0,0,0,0,100,,,,

Save HTML Document

=i vII

21x

IR NN

05:00

Save in: I@ Desktop

EHo & ==

My Documents

5} My Computer

. [y Metwark Places
RCC Readme

E] AnsweredCallsbySkilset

(i1 Sep),0,0,0,0,0,0,0,0,0,0,100,,,,
voiee,0,0,0,0,0,0,0,0,0,0,100,,,,
Multimedia,d,0,0,0,0,0,0,0,0,0,100,,,,
rrssrrerssiairs

06:00

(11 Sep),0,0,0,0,0,0,0,0,0,0,100,,,,
¥oiee,0,0,0,0,0,0,0,0,0,0,100,,,,
Multimedia,0,0,0,0,0,0,0,0,0,0,100,,,,

IR NN

o07:00 File name:

Save I

(11 Sep),0,0,0,0,0,0,0,0,0,0,100,,,,

Yoiee,0,0,0,0,0,0,0,0,0,0,100,,,, Save as type: ITextFiIe["txt]

Multimedia,0,0,0,0,0,0,0,0,0,0,100,,,, Languags: IU icode (UTF-2)

IR NN

0&:00

j Cancel |
=l

(11 Sep).0,0,0,0,0,0,0,0,0,0,100,,,,
voiee,0,0,0,0,0,0,0,0,0,0,100,,,,
Multimedia,0,0,0,0,0,0,0,0,0,0,100,,,,
Fricrrereriiire

09:00

(11 %ep,2,2,0,0,2,0,0,0,0,0,50,,,,
Voice,2,2,0,0,2,0,0,0,0,0,50,,,,
Multimedia,0,0,0,0,0,0,0,0,0,0,100,,,,
srssrrasesiains

FesirrrecEsairy

Save as File. .. |<.—

4 |
[&] pone

wil
[T [weme

-
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3. Save the raw report data as a .txt file to a location of your choice. The
raw report data in CSV format can be imported to Microsoft Excel as
follows.

4. From Microsoft Excel open the saved raw report data .txt file by
selecting Data, Get External Data, Import Text File.

E4 Microsoft Excel - Book1
J@ Filz Edit Miew Insert Format Tools | Daka Window Help

JD@E‘%@.“&H{,%&DH--- '|Jnria| - 10
Al j =| Filker 3
A B | o | Subtotals. . | H | |
1 walidation. ..
2
T Text ta Columns. ..
4 PivatTable and PivotChart Repart. ..
5
5 Get External Data 3 E% Run Saved Query, .
i Refresh Dat:
g 4 e et TR tew Web Query...
—— b
g = Mew Database Query. ..
10 ﬁ Import Text File. ..
11
12 Edit: Qe .
13 Data Range Properkies
14 ¥
17

5. From the Import Text File dialog box Double click on the required file.

Look in: I@ Desktop | & X 0 + Tools -

Mv Docurnents

' My Camputer
%My Metwork Places
E:I RCC Readme

E:I .ﬁ.nsweredCallsinldllset

File nare: I j Import I
Files of type:  [Text Fies | R |
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6. From the Original data type section of the screen, select the
Delimited radio button. Click Next.

Text Import Wizard - Step 1 of 3

2=

The Text \Wizard has determined that vaur data is Delimiked.
If this is correck, choose Mext, or choose the data bype that best describes your data,

riginal daka kype

Choose the File tvpe that best describes vour data:

 alfisd
" Fixed width

- Characters such as commas or tabs separate each Field.
- Fields are aligned in columns with spaces between each Field.

Skart import ab row:

|1 = Sewi I'-.-'-.-'inu:lu:uws s

Preview of file CiiDacuments and SetkingsiadmintDes.  \CallPrafile. Exk,

l Fe
|2 Company Name,

|23 Peport Title,Call Profile

|4 Peport Period, 1l Sep zZ007 00:00 to 11 2ep zOO7 0O9:E51

|E Peport Created,ll Sep 2007 1l0:0&6 .:J
L]

Cancel | < Back | Mext = Einish |

7. From the Delimiters section of the screen, select Comma as the
delimiter of the raw report data. Click Next.

Text Import Wizard - Step 2 of 3

This screen leks wou set the delimiters your data contains, You can see
hiow wour Eext is affected in the preview below,

2=

elimiters \r
Pob [ semcoon T G

[ space [ other: I_

[™ Treat consecutive delimiters as one

n —

Text gualifier:

—Data preview

Company MName
Feport Title
Feport Period
Feport Created

Call Profile

L1 Zep 2007 00:00 to 11 Sep 2007 09:§
N1 Zep 2007 1l0O:06

"

[

Cancel < Back | Mext = I Einish |
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8. Click Finish to complete the report data export to Microsoft Excel.

Text Import Wizard - Step 3 of 3

This screen lets wou select each column and set alurmn data Format

2 x

the Data Format, {+ General

‘General' converts numeric values to numbers, date " Text
values to dates, and all remaining values ko kext, " Date:  |OMY -

" Do not import column {skip)

advanced. .. |

Laka preview

all Profile
1l Zep 2007 00:00 to 11 Sep 2007 0%:E51
1l Sep Z007 10:0&

Cancel | « Back | Mexk = |

9. You will be requested to confirm where the data is to be imported.

Make a selection as required and click OK.

Import Daka

Where do you want to put the data? i
{* Existing worksheet:
Egagr ——————— J&9)
™ Mew worksheet
" PivokTable report

Cancel

Properties. ..

AT

FParameters...
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10.The imported raw report data in CSV format can be viewed and saved
as a Microsoft Excel worksheet.

IR
J Elle Edit Yiew Insert Format Tools Dats Window Help I = |
DR ERy|(sal|o- (e £ 8lmE 3w -0 -BrulsE==EFx|E  -H-A- 2
Al | =]
A [ B [ c [ i [ E \ =]
1 1 =
| 2 |Company Mama
| 3 |Repart Title Call Profile
| 4 |Report Period 11 Sep 2007 00:00 to 11 Sep 2007 0951
| & |Report Created 11/09/2007 10:08
| B |Data Timestamp 11/09/2007 0%:50
| 7 |Skillsets SKILL1
]
| 9 |Report Time Periods Presented Calls Fresented Calls Disconnected | CC Transactions Answered |CC Transactions Abandoned CC Transact
|10 |SKILL1(T) 2 2 0 0
[11]
|12 00:00
[ 13 /(11 Sep) 0 0 0 0
| 14 |\oice 1] ] ] o
| 15 |Multimedia 0 ] ] o
|16 |
|17 | 01:00
|16 (11 Sep) 0 0
19 Woice 0 ]
| 20 |Multimedia 0 0
|21
|22 | 02:00
23 (11 Sep) 0 0
| 24 |Moice 0 0
| 26 |Multimedia 0 0
|26
| 27 | 03.00
| 26 (11 Sep) 0 0
| 29 |voice 0 0
| 30 | Multirmedia 0 0
|31
|32 | 04.00
133 (11 Sep) 0 0
| 34 |Moice 0 0
| 35 |Multimedia 1] ]

f

¥ [bi\Sheet1 {Sheetz [ Sheet3

3

Report Descriptions

The following is a brief overview of each of the reports that are available from
Reporting for Contact Center. For a detailed description of each Report and
the parameters they contain please refer to the Reporting for Contact
Center Reports Explained document.

Agent Activity by Agent

The report displays the instances and total durations of all Contact Center
activities for each of the agents selected on the report generation screen.

As well as displaying the Login time an agent has 2 types of activity, agent
state activity and agent call activity.

Agent State Activities are non call states that are not applicable to a specific
skillset, for example if Agent 1 is logged on to skillets 1 and 2 and they invoke
Feature 908 Make Not Ready, they will be in the Not Ready state in all
skillsets they are logged on to.

The agent states include Available, Not Available, Ringing, All Calls Held,
Break Time, Not Ready and Multimedia Contact Center (MMCC) Reserved
(when an agent is reserved by the Contact Center before it makes an out
bound call to the caller).
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Agent Call Activities are call states, one state is specific to a particular skillset
and this is the Contact Center (CC) Transactions Answered by Agent field.

The remaining agent call activities: CC Conference Transactions Answered by
Agent, Non CC Transactions Answered by Agent, Non CC Conference
Transactions Answered by Agent and Outgoing Calls, are not specific to a
particular skillset.

This report also displays when an agent has been borrowed into another
skillset. The term borrowed applies to any situation where a call has been
transferred (Tr), overflowed (Ov) or by some other method (Ot) passed to
another agent who is then temporarily assisting that skillset.

Note: If you request this report for an Agent, you will receive a report listing all
activities across all of the skillsets that agent has logged on to for the period
selected.

Company Narme Agents Agent?
Repart Title Agent Activity by Agent

Report Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12

Report Created 11 Sep 2007 11:35

Data Timestamp 11 Sep 2007 11:11

HAgent Call Activity

EE [:nnf Nnn l:l: Ilnn GG Ennf, Outgoi
Call
.meered by  Answered by Rnawend by  Answered by
Agent Agent Agent Agent

Ho_ Total Time No. Total Time Ho_ Tofal Time No. Total Time Ho_ Total Time No. Total Time Ho_ Total Time No. Total Time Ho_ Total Time No. Total Time Ho. Total Time No. Total Time Ho. Tota

ofal 1 24z 13 204402 2 000025 8 000fa0f o 0000 2 000100 & 0:0fd5 0 000000 2 00002 0 00:00:00 1 00:00:04 0 000;00 0 00

Pagent2 (2] 1 24z 13 204402 2 000025 8 000fa0f o 0000 2 000100 & 0:0fd5 0 000000 2 00002 0 00:00:00 1 00:00:04 0 000;00 0 00

SELLI[1] 1 0adse - - . - - . . - . . . . . . 2 000002 0 o00DDOOD -

Tr = Transter, Ov = Qvertlow, Ot = Other Page 1

Maote : Reports o not include calls in progress

Note: This report is generated by agent selection, not skillset.

Agent Audit by Agent
This report displays the activity of an Agent broken down into specific entries
on each action performed.

This report is intended to provide a detailed picture of an Agent's activities,
covering small numbers of agents over short periods of time.

If the Agent is a multi-Skillset Agent, all of their activities will be included for all
Skillsets into which they are signed for the duration of the report.

This report is generated for the selected Agents, and is grouped by Agent
then by skillset.
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Certain activities can overlap but the agent can only be performing one action
at a time, this means the activity they were performing is put on hold. This can
occur for example when a call is placed on hold and an outgoing call is made.
This overlapping is reflected in the report by indicating when the previous
activity is resumed, denoted by the Resumed keyword and the light gray color
of the text. When manually counting activity, for example, Incoming Contact
Center Calls, the items grayed out should not be counted towards the total.

Company Name

Report Title Agent Audit by Agent

Report Petiod 10 Sep 2007 14:27 to 11 Sep 2007 11:12
Report Created 11 Sep 2007 11:43

Data Timestamp 11 Sep 2007 11:26

Mo, of Agents Selected 1

Agents Agent2

Agent ID Agent Hame
2 Agent2

Date Time of Day Agent Activity Agent Activity Time

SHILLY (1)
200770810 Axailable Time 18:32.26
2007091 05:59:26 Mot Available 00:00:03
200708711 05:59:28 Available Time 000003
2007091 08:59:32 Mot Ready ooo0:s
200708711 05:59:47 Available Time 000044
2007091 09:00:31 Ringing o002
200708711 09:00:43 Mot Reacy 00o01s
2007 91 09:00:58 Available Time 00:00:00
200708711 09:00:58 Ringing o004

2007091 002 Mot Ready 000001

Agent Average by Agent

The report displays the instances and average durations of all Contact Center
activities for each of the agents selected on the report generation screen. The
report is broken down by Agent and then grouped by skillset and shows the
activity for multi-Skillset agents for all of the Skillsets into which they were
logged on to during the report time period.

As well as displaying the Average Login time an agent has 2 types of activity,
agent state activity and agent call activity.

Agent State Activities are non call states that are not applicable to a specific
skillset, for example if Agent 1 is logged on to Skillets 1 and 2 and they invoke
Feature 908 Make Not Ready, they will be in the Not Ready state in all
skillsets they are logged on to. The agent states include Available, Not
Available, Ringing, All Calls Held, Break Time, Not Ready and Multimedia
Contact Center (MMCC) Reserved (when an agent is reserved by the Contact
Center before it makes an outbound call to the caller).

Agent Call Activities are call states, one state is specific to a particular skillset
and this is the Contact Center (CC) Transactions Answered by Agent field.
The remaining agent call activities: CC Conference Transactions Answered by
Agent, Non CC Transactions Answered by Agent, Non CC Conference
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Transactions Answered by Agent and Outgoing Calls, are not specific to a
particular skillset.

This report also displays when an agent has been borrowed into another
skillset. The term borrowed applies to any situation where a call has been
transferred (Tr), overflowed (Ov) or by some other method (Ot) passed to
another agent who is then temporarily assisting that skillset.

Note: This report is generated by agent; all activity for that agent across all
skillsets will be displayed. This report is generated by agent selection, not
skillset.

Company MNarme Agents Agent2
Report Title Agent Average by Agent

Repart Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12

Report Created 11 Sep 2007 11:54

Data Timestamp 11 Sep 2007 11:26

Agent Call Activity

CC CC Conf. Hon CC Hon CC Conf. Outgoin
T i T i T i T i Calls
dby A d by dby A d by
Agent Agent Agent Agent

No. Average HNo. Awerage HNo. Average No. Awerage MNo. Awverage No. Average No. Awerage MNo. Average No. Awerage HNo. Average No. Awverage MNo. Average No. Aver
Time Time Time Time Time Time Time Time Time Time Time Time Tir

Total 1 204500 1% 043%E8 % 000008 2 000002 0 000000 2 000030 & 000008 0 000000 2 000001 o 000000 1 00:00:01 o 0;ogon 0 00

Pgent(z] 1 204500 13 08528 3 O0OO0S  §  O0OMOR 0 000000 2 ODOO®0 & 000008 0 OBODOD 2 000001 0 0DOOMD 4 0000t 0 00000 0 000
SKLLI(] 1 204500 - - . . - - . . . . . . . . 2 00001 D ODOODO -

Tr = Transfer, Ov = Overflow Ot = Cther Page 1

Vote : Reports do not include calls in progress

Agent Capacity by Skillset

This report displays the occasions when there were no logged on agents
available to answer incoming Contact Center calls. That is, it details the
instances, the duration, and the total duration of all periods when all Agents
were occupied simultaneously. The reasons that Agents are unavailable
include they are already on an incoming call, an outgoing call, or they are Not
Ready.

The Grouping values represent the instances when all Agents were
unavailable across all selected Skillsets. For example, if in Skillset 1 all agents
become busy at 11:12 a.m. for 10 minutes, and in Skillset 2 all agents
become busy at 11:15 a.m. for 15 minutes. This means that from 11:15 to
11:22 (7 minutes) all agents were busy in both Skillset 1 and 2. This will count
towards the Grouping values.

The Agent Capacity by Skillset report indicates how often, and for how long,
the Contact Center was working at its maximum Agent capacity. It does not
consider instances when there were no Agents logged on; it only reflects
staffed periods.
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The report displays the Grouping information and the Skillset information.

Note: When displaying the total there is no entry for either Start Date and
Time or End Date and Time fields.

Company MName

Repaort Title Agent Capacity by Skillset

Repart Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12

Report Created 11 Sep 2007 11:59

Data Timestamp 11 Sep 2007 11:41

Skillsets Sales

Instances Duration Start Date and Time End Date and Time
Grouping 11 00:03:21

00:00:03 20070941 08:59:26 20070941 05:59:29
00:00:15 20070941 08:59:32 20070941 05:59:47
00:00:28 20070941 09:00:30 20070941 09:00:58
00:00:15 200709/ 1 09:00:58 20070941 020113
00:00:14 200709111 08:01:13 200709411 09:01:27
00:00:33 200709111 08:01:28 200709411 090201
00:00:24 2007009111 090310 200709411 090334
00:00:20 20070911 09:03:34 200709411 090354
00:00:33 20070911 05:03:54 200703411 09:04:27
00:00:01 200709111 11:08:41 200709411 11:08:42
00:00:1:5 20070941 11:07:29 20070941 11:07.44

Agent Profile by Agent

This report displays the instances and total durations of all Contact Center
activities for each of the agents selected on the report generation screen. The
report will display the profile for all Agent activity for all Skillsets into which
they were logged on for the period of the report. It is broken down by Agent,
then by skillset and finally each Login session is broken out.

As well as displaying the Login time an agent has 2 types of activity, agent
state activity and agent call activity.

Agent State Activities are non call states that are not applicable to a specific
skillset, for example if Agent 1 is logged on to Skillets 1 and 2 and they invoke
Feature 908 Make Not Ready, they will be in the Not Ready state in all
skillsets they are logged on to. The agent states include Available, Not
Available, Ringing, All Calls Held, Break Time, Not Ready and Multimedia
Contact Center (MMCC) Reserved (when an agent is reserved by the Contact
Center before it makes an out bound call to the caller).

Agent Call Activities are call states, one state is specific to a particular skillset
and this is the Contact Center (CC) Transactions Answered by Agent field.
The remaining agent call activities: CC Conference Transactions Answered by
Agent, Non CC Transactions Answered by Agent, Non CC Conference
Transactions Answered by Agent and Outgoing Calls, are not specific to a
particular skillset.
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This report also displays when an agent has been borrowed into another
skillset. The term borrowed applies to any situation where a call has been
transferred (Tr), overflowed (Ov) or by some other method (Ot) passed to
another agent who is then temporarily assisting that skillset.

Note: If you request this report for an Agent, you will receive a report listing all
activities across all skillsets that agent has logged on to for the period
selected. This report is generated by agent selection, not skillset.

Company MNarme Agents Agent2
Report Title Agent Profile by Agent

Repart Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12

Report Created 11 Sep 2007 12:03

Data Timestamp 11 Sep 2007 11:41

Agent Call Activity

GG Gonf. Mon CC Mon GG Conf.  Qutgoin
i Ti i T i Galls
A d by dby & d by
Auent Agent Agent Agent

No. Total Time Ho. Total Time Mo. Total Time No. Total Time Ho. Tolal Time No. Total Time Ho. Total Time No. Total Time MNo. Total Time Ho. Total Time No. Total Time Ho. Total Time No. Total

Total 24500 13 2046 3 000025 8 000104 o 00000 2 on0i00  # 00044F 0 0000 2 000002 0 000000 1 00:00:04 o 00000 0 000
Pygent2 (2] 1 24500 13 2046 3 000025 8 000104 o 00000 2 on0i00  # 00044F 0 0000 2 000002 0 000000 1 00:00:04 o 00000 0 000
SKILLA (1) 1 20:45:00 - - - - - - - - - - - - - - 2 0000z 0 000000 -

1427 -11:42 1 20:4500 - - - - - - - - - - - - - - 2 000x0z 0 00000 -
(14 52p)
Tr = Transfer, Ov = Overflow, Ot = Other Page 11

Maote : Reports do not include calls in progress
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Call Breakdown By Agent

The Call Breakdown by Agent report provides a break down of the Contact
Center (CC) Transactions and Non CC Transactions answered by Agents.

The report demonstrates the total number of transactions answered by an
agent and breaks them down into either CC Transactions and then by Voice
and Multimedia Contact Center (MMCC), or Non CC Transactions and then
by Internal or External. An Internal Non CC Transaction is a call that
originates from within the Contact Center and an External Non CC
Transaction originates from outside the Contact Center.

The report will display all the answered transactions for the Agent for all
Skillsets into which they were logged on to for the period of the report. It is
broken down by Agent, then by skillset.

Cornpany Mame

Report Title Call Breakdown by Agent
Report Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12
Report Created 11 Sep 2007 12:10
Data Timestamp 11 Sep 2007 11:41
Mao. of Agents Selected 1
Agents Agent?
CC Transactions Answered by Agent Non CC Transactions Answered by Agent
Total Voice MMCC Total Internal External

Ho. TotalTime Ho. TotalTime MHo. TotalTime Mo, TotalTime Ho. TotalTime Mo, Total Time

Total 2 00:00:02 2 00:00:02 0 (00:00:00 1 00:00:01 1 00:00:01 o 00:00:00
Agent2 (2) 2 00:00:02 2 00:00:02 0 (00:00:00 1 00:00:01 1 00:00:01 o 00:00:00
SKILLT (1) 2 00:00:02 2 00:00:02 0 (00:00:00
Mote : Reports do not include calls in progress Page 1 of 1
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Abandoned Calls by Skillset

For each of the Skillsets included in the report, the total number of abandoned
calls is displayed. Each Abandoned Call within a Time Bin is also displayed.
This figure is also represented as a percentage of the total number of
Abandoned Calls. If a call is a Contact Center call while at the Control
Directory Number (DN) of the Skillset and the caller hangs up, the call is
classified as Abandoned. This includes direct and indirect calls to a Skillset.

This report indicates the number of calls received and how long Abandoned
Calls waited before they hung up.

Voice (PSTN) calls and Multimedia calls are listed separately and totalled for
each Skillset and for the report total. Both figures and the percentages are
provided.

The breakdown is based on Abandoned Time Bin values. The identity of
some of the abandoned callers may be held in the Abandoned CLID/DNIS
report.

Company Marme
Report Title Abandoned Calls by Skillset
Report Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12
Report Created 11 Sep 2007 12:07
Data Timestarmp 11 Sep 2007 11:41
Skillsets Sales
Presented Time Bin 1 TimeBin2 TimeBind TimeBin4 TimeBind Time Binb >Time Bin &
Ab::::ned
Total 0 0(0%) 0(0%) 0 (0% 0(0%) 0(0%) 0 (0% 0(0%)
Voice 0 0(0%) 0 (0%) 0 (0% 0(0%) 0(0%) (0% 0(0%)
Multimedia 0 0(0%) 0(0%) 0 (0% 0(0%) 0(0%) 0(0%)) 0(0%)
Presented =00:10 <00:20 <00:30 =00:40 =00:50 <01:00 >01:00
Calls
Abandoned
SKILLA (1) 0 0(0%) 0 (0%) 0 (0% 0(0%) 0(0%) (0% 0(0%)
Voice o 0 (0% 0 (0% 00%) 0 (0% 0(0%:) 070%) 0(0%:)
Multimedia 0 0(0%) 0 (0%} 0 (0% 0(0%) 0(0%) 0 (0% 0(0%)

Abandoned CLID/DNIS

This report displays the Calling Line Identification (CLID) (if known) and
Dialled Number Identification Service (DNIS) of Abandoned Calls.

The Abandoned CLID/DNIS Report lists information regarding the Abandoned
Calls for the Skillsets included within the report.

This report only includes Contact Center calls that incoming callers terminate
while held on a Control Directory Number (DN) and before they have reached
an Agent. This includes direct and indirect calls to the Skillset. If there is no
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CLID, the report displays either the target line (or physical line, if the target
line is not known) that carried the call.

The date and the time of day at which each call was abandoned is listed,
together with the unique Key identifier, CLID (when it is known) and DNIS of
the call, the skillset, and the amount of time the caller waited before hanging

up.

CLID is not always known. When Reporting for Contact Center does not know
the CLID, it displays the channel or line number on which the call arrived.

Caompeny Hame Danishmend Hotels

Repori Title Abandoned CLIDIDNIS

Raport Perigd 28 Feb 2007 00:00 1o 28 Feb 2007 17:06

Repor Created 28 Feh 2007 17:28

Diata Timestamp 28 Fab 2007 17:4

Skillzets Skillset 1, SKILL2

Date Time of Day Key CLID DMI S Skillsets Time to
Abandon

20 Feb 2007 1421 30 P22} 33598 SKLL2 (2) o010
28 Fab 2007 1422 1 P2z3 33598 SHLLE (2 oo:N20z
28 F=b 2007 14:24 52 P223 33538 SKLL2 (2) o0:01:17
28 Fab 2007 14:25 53 F223 33508 SKELL2 {2 00:00:56
28 Feb 2007 1427 54 P23 353536 SKLL2 (2} 00:00:38
28 Fab 2007 1422 57 P20 33555 Shilas=t 1 (1 000435
28 Fab 2007 1454 50 P273 33538 SKLLZ (2} [ RS
28 Feb 7007 17:00 B2 B220 33595 suilg=t 1 (1 000034
25 Fab 2007 17:00 65 P23 33508 SKELLZ (2} o048

Mate - Reports da not include calls in progress Page 10f1

Answered Calls by Skillset

For each of the Skillsets in a report, the total number of answered calls is
displayed. For each Time Bin, the number of calls answered within that Time
Bin is displayed. This figure is also presented as a percentage of the total
number of answered calls.

The Answered Calls by Skillset report shows how long calls wait before they
are connected to an Agent. Voice calls and Multimedia calls are listed
separately and totalled for each Skillset, and for the report total.

This report indicates the total number of Skillset answered calls included
within the report.

Voice (Public Switched Telephone Network Call (PSTN)) calls and Multimedia
calls are listed separately and totalled for each Skillset, and for the report
total. Both figures and the percentages are provided.

NN40011-024 Issue 1.2 BCM Rls 6.0 97



Reporting for Contact Center

The breakdown is based on Answer Time Bins values. There are six Time
Bins. A seventh Time Bin, which captures all values higher than the sixth
Time Bin, is appended automatically.

A graphical representation of the number of calls in each of the Time Bins is
also included in the report.

Calls that are transferred directly between Agent sets are not included in this
report. This report covers only the time that calls waited in the Skillset queues
before being answered. It includes Direct and Indirect Contact Center calls.

Company Mame
Report Title Answered Calls by Skillset
Report Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12
Report Created 11 Sep 2007 12:25
Data Tirmestarnp 11 Sep 2007 11:56
Skillsets Sales
Presented TimeBin1 TimeBin2 TimeBin3 TimeBin4 TimeBins TimeBin6 >Time Bin &
e
Total 3 0(0%) 1(33%) 0(0%) 0(0%) 1 (33%) 0(0%) 1(33%)
Voice 3 0(0%) 1 (33%) 0(0%) 0(0%) 1 (33%) 0(0%) 1 (33%)
Multimedia 0 0 (%) 0 (%) 0(0%) 0(0%) 0 (%) 0(0%) 0 (%)
Presented =00:10 =00:20 <00:30 =00:40 =00:50 <01:00 >01:00
Calls
Answered
SKILL1 (1) 3 0(0%) 1 (33%) 0(0%) 0(0%) 1 (33%) 0(0%) 1 (33%)
Voice 3 0 (%) 1 (33%) 0(0%) 0(0%) 1 (33%) 0(0%) 1 (33%)
Multimedia i 0 (%) 0 (%) 0 (0%) 0(0%) 0 (%) 0(0%) 0 (%)
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Answered CLID/DNIS

This report displays the Calling Line Identification (CLID) and Dialed Number
Identification Service (DNIS) (if known) of Answered Calls.

The Answered CLID/DNIS Report lists information regarding the Answered
Calls for the Skillsets included within the report. The date and the time of day
at which each call was answered is listed, together with the unique Key
identifier, CLID (when it is known) and DNIS of the call, the skillset, and the
amount of time the caller waited before hanging up.

CLID is not always known. When Reporting for Contact Center does not know
the CLID, it displays the channel or line number on which the call arrived.

This report includes direct and indirect calls to the Skillset. If there is no CLID,
the report displays either the target line (or physical line, if the target line is not
known) that carried the call.

Cornpany Narme

Report Title Answered CLID/DNIS

Report Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12

Report Created 11 Sep 2007 12:28

Data Tirmestamp 11 Sep 2007 12:11

Skillsets Sales

Date Time of Day Key CLID DHIS Skillsets Time to Answer

200710911 09:00 17 303 B70221 SHILLT (1) 00:01:00
200710911 09:03 18 303 B70221 SHILLT (1) 00:00:46
200710911 11:07 20 303 B70221 SHILLT (1) 00:00:11

Mote : Reports do nat include calls in progress Page 1 of 1
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Call Average by Skillset

This report indicates the number and the associated averages for answered
and abandoned Contact Center calls, and for answered Transactions (that is,
transferred calls). This report is devised based on Skillset. Each Skillset is
shown on a separate line. Each line displays a total for the field and an
average time (to answer, to abandon, and the answered incoming call time)
for the call type.

The Average Time to Answer and Average Time to Abandon figures in this
report can be used to determine the appropriate settings for the Primary and
Secondary Alerts, or wallboard alarms.

Company Mame
Report Title Call Average by Skillset
Report Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12
Report Created 11 Sep 2007 12:31
Data Timestarmp 11 Sep 2007 12:11
Skillsets Sales
Presented Calls Presented Calls CC Transactions
Answered Average Time Abandoned Average Time Answered Average
to Answer to Abandon Answered
Incoming Time
Total 3 00:00:3% a 00:00:00 3 0o:00:01
“oice 3 00:00:3% a 00:00:00 3 0o:00:01
ultimedia a 00:00:00 a 00:00:00 0 00:00:00
SkILLT (1) 3 00:00:3% a 00:00:00 3 0o:00:01
“oice 3 00:00:3% a 00:00:00 3 0o:00:01
ultimedia a 00:00:00 a 00:00:00 0 00:00:00
Call Profile

This report provides a profile of the Transactions within the Contact Center,
broken down into Hour, Day, and Month.

This report demonstrates numbers of calls presented to the Skillsets in the
report, and the number Answered, Abandoned, Disconnected, Answered by:
Agents, Voicemail, Operator, Overflow Agents, Non-Agents and Other
Skillsets during a report period. It also presents the Service Level, expressed
as a percentage.

This report can be used to determine the fate of calls profiled in a report. A
Call Profile report can indicate the number of calls in various time slots and if
calls are Answered by Agents in a Skillset, for example.

The Call Profile report can also be used to help determine staffing levels and
call peaks on a particular day or for a particular period. A Call Profile report
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that spans several weeks will identify whether a call peak is a general trend in
an average week, and may indicate a need for higher staff availability on
certain days.

A Call Profile report can also be used to judge the effectiveness of a
marketing campaign. A report covering one period for a number of previous
years can be compared with a report for the year of the marketing campaign.

A Call Profile report Graph is provided. This displays the number of calls that
were Presented, Answered and Abandoned for the report time period
selected.

The Call Profile report is generated for a range of selected Skillsets.
Depending on the selected date range, the report is broken down into one of
the following periods: Hourly, if the report period is less than 48 hours; Daily, if
the report period is less than one month; and Monthly, if the report period is
longer than one month. Each line of data represents a total of each statistic
within the Contact Center for the selected report period.

Company Mame

Report Title Call Profile

Report Period 10 Sep 2007 14:27 to 11 Sep 2007 11:12
Report Created 11 Sep 2007 11:31

Data Timestamp 11 Sep 2007 11:11

Skillsets Sales

Report Time Presented Presented cC cC cC cC cC cC cC cC Senvi
Periods Calls Calls T i i Tr i i Tr { Tr i T i Level

T
by By By Answered By Answered By Handled in
Agent ‘Voicemail Operator Overflow Mon-Agents Another
Agents Skillset

SKILL1(1Y 3 a 3 o 3 o a 0 a o 67

14:00 0 a o o o o a 0 a o A0
(10 Sep)

“Woice 0 a 0 Ll 0 Ll a 0 a 0 A0
Multimedia 0 a 1) Ll 1) Ll a 0 a 1) A0

15:00 0 0 0 i 0 i 0 0 0 0 101
(10 Sep)

“oice 0 ] 0 o 0 o ] 0 ] 0 100

Multimedia 0 [i] 0 o 0 o [i] 0 [i] 0 101

16:00 0 o o o o o o 0 o o 100
(10 Sep)

Woice 0 a 0 Ll 0 Ll a 0 a 0 A0

A graphical representation of calls that were Presented, Answered and
Abandoned for each hourly period for the time/date period selected, can also
be displayed

NN40011-024 Issue 1.2 BCM Rls 6.0 101



Reporting for Contact Center

Humber of Calls

T
SHILLCT)

Skillsets

sented Calls B Freserted Calls Abandoned

Note : Reports do not inelude calls in progress Page]
al 1 NI

Incoming Call by Skillset

This report provides an overview of the incoming calls into the Contact
Center, for a selection of Skillsets. The Incoming Call by Skillset report relates
to Incoming Direct and Indirect Calls, not Transactions.

This report provides a consolidated one-line summary of the call traffic into
the Skillsets included in the report, and the call handling of that traffic.

This report can be used to determine how many calls (Direct and Indirect)
were presented to the Skillsets, and how many were Answered and
Abandoned. Location and Agent answering calls, calls answered before the
Primary Alert (<P), calls answered after the Primary Alert, but before the
Secondary Alert (>P), and calls answered beyond the Secondary Alert (>S)
can also be determined.

The Incoming Call by Skillset report Graph shows the Total Presented calls
for the Skillsets selected as well as the number of calls Answered,
Abandoned, the number of Unstaffed calls (that is, calls presented to the
Skillset when no Agents are logged on), and calls answered after the
Secondary Alert.

The Incoming Call by Skillset report is generated for a range of selected
Skillsets. Each line of data shows the number of incoming direct and indirect
calls, and the other columns show the treatment those calls received.
Treatments include being answered by Agent , by Overflow Agent, by
Voicemail and calls that left the Skillset by means of the routing table.

This report's main focus is on Contact Center calls not transactions.
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A Graphical Representation of the data can also be displayed.

Campany hams
R T Incoming Call by Skillset
Raport Period 20 Jun 2007 00:00 w0 20 Jun 2007 12235
Rapos Created 20 Jun 2007 18:46
Data Timestamp 20 Jun 2007 12:44
Skillgets SKILLY, SHILLZ
_ Presemtedt Calls
- - gt ncewal  Cosamr  Overlow Now Agasr  Anee o Tl = < T e
¥ f enary -
Cvedow & s
Tass
Toral P s B ' ] ] s " * &
Mty ] » o ] L] ° ] [ %
WM i H ] ] ] 5 ] ¥ ] ]
wi
[T 2
Wobwadia ] ] e s a [ [} [} »
WL (B ) [ [ o 2 ¢ [ 8 a [ o [ %
Yo
Mutreds ° ? ] ] a ] ° ] "

Incoming Call by Skillset

2]

40

Total Presented
s Arswvered Calls
— Apsrdoned Calls

Calls

I Unetsdted Calls
-

20

Summary Report

This report displays a summary of key Contact Center statistics over the
period of the report, broken down into one Hour, Day, and Month time slots.
The Summary report provides a quick, one-report summation of the
performance and activity of the Skillsets it includes.

A figure-based and an average-based table are provided above a profile,
which spans the report period. For each unit, the number of incoming calls,
answered calls, abandoned calls, calls handled in another Skillset, and
Unstaffed Calls are shown, together with the Service Level, expressed as a
percentage.

The Summary report includes five graphs. Each graph is a bar chart profile of
the report period. These graphs allow data correlations to be highlighted and
then investigated using other, more detailed reports. The summary report is
generated for selected Skillsets.
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Depending on the date range, the report is broken down into one of the
following periods: Hourly, if the report period is less than 48 hours; Dalily, if the
report period is less than one month; and Monthly, if the report period is
longer than one month. A summary of the totals of certain call types and an
average of call lengths and levels of service is also provided.

Company Hame

Feport Tithe Summary

Feport Perod A0 Sep 2007 14:27 to 11 Sep 2007 1112
Feport Created A1 Sep 2007 12:43

Oata Timestamp 11 Sep 2007 12:26

Skillz ets Sales

summ ary Categary Tofal for Parlod

Preze vk d C3IE 3

CCTazactbos Awswe red

3
Preze vied Calk Abawdored a
Prese v d C3IE Dkecon ke cted o

o

Prese v d C3IE Unstarted

summ ary Catagory Awrags for Pariod
Al @0 THe 0 Argner mm3a
Aue @ge The © Ab3rdoy o
Alle @08 SeM b Lee % &
cC Frezerted Prezerted Frezerted FPreserted Service
Trareactions Call= Callz Calls Call=s Lewvel B
Arewered  Aberdomed  Oiscorrected Hemdedin  Urnstaffed
Ancther
Presented Calls Skill zet
Hour Tatal Cirect ndrect
14010 8 p) ] ] ] ] ] il ] ] 100
15 (10 86 p) ] 1] ] 1] ] i ] 1] 100
18 (10 8o p) ] ] ] ] ] il ] ] 100
7 (10 8o p) ] 1] ] 1] ] i ] 1] 100
12 (10 8o p) ] ] ] ] ] il ] ] 100

104 NN40011-024 Issue 1.2 BCM RIs 6.0



Reporting for Contact Center

Activity Code by Agent

This report displays the usage of Activity Codes, known as pegs, which are
grouped by activity and broken down into each Agent's Activity Code pegging.
Agents who have entered each Activity Code are listed, together with the
average call duration, the number of pegs each Agent has entered, and the
accumulated time of all the calls that were associated with each Activity code,
per Agent.

This report can be used to determine which Agents have answered certain
calls, or performed certain call-related activities, such as performing a credit
search or requesting a catalogue dispatch.

This report displays the Activity Code usage for those agents who entered any
of the selected Activity Codes over the period of the report.

Each line of data is the total Activity Code pegs entered over the period
selected in the report.

Company Name
Report Title Activity Code by Agent
Report Feriod 10 Sep 2007 14:27 to 11 Sep 2007 15:24
Report Created 11 Sep 2007 15:23
Data Timestamp 11 Sep 2007 15:23
Skillsets Sales
Activity Code Agent Activity Code Time Pegs Average Time
Cust Complaint 00:00:14 1 00:00:14
Agent (2) 00:00:14 1 00:00:14
Daily Telegraph 00:00:14 1 00:00:14
Agentd (2) 00:00:14 1 00:00:14
NO PEG 00:00:17 4 00:00:04
Alan (1) 00:00:15 2 00:00:08

Activity Code by Pegs

This report illustrates the usage Activity Codes (pegging) grouped by Agent
and broken down for each Activity Code, ranked according to their usage by
each Agent within each Skillset.

Each Agent's Activity Codes are listed, in descending order of use, together
with the average call duration time, the number of pegs entered, and the
accumulated time of all the calls that were associated with each Activity Code.
The data can be used to determine which activities or call types each Agent
spends the most time on or has been most frequently involved with.
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This report is generated for the selected Skillsets. It groups the Activity Code
usage of each Agent who entered Activity Codes in the period covered by the
report, and then lists the Activity Codes together with their peg count and total
durations. Each line of data is a total of Activity Code pegs for a single Activity
Code, for a single Agent over the period selected for the report.

Company Mame
Report Title
Report Period
Report Created
Data Timestamp

Skillzets

Agent
Alan (1) Total

Agent? (2) Total

Activity Code by Pegs

10 Sep 2007 14:27 to 11 Sep 2007 15:24

11 Sep 2007 15:24
11 Sep 2007 15:23

Sales

Activity Code

MO PEG

Cust Complaint

Daily Telegraph
MO PEG

Maote : Reports do not include calls in progress

Activity Code Time

00:00:19
00:00:19
00:00:31
00:00:14
00:00:14
00:00:03

Pegs Average Time
3 00:00:06
00:00:06
00:00:06
00:00:14
00:00:14
00:00:01

W= = W

Page 1 of 1
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Activity Code by Skillset

The Activity Code by Skillset report displays the usage of grouped Activity
Codes, known as pegs that are broken down into each Skillset. This report
shows the Activity Code that has been entered on calls for each Skillset
included in the report.

For each Skillset, the Activity Codes are presented in alphabetical order, with
the average call duration time, the number of pegs, and the actual
accumulated time of all the calls that were associated with each Activity Code.

Activity Codes can be used to determine different things. If an Activity Code
represented each newspaper or publication in which advertisements had been
placed and each incoming caller was asked to indicate where they saw the
advertisement they were responding to, this data can be used to indicate
which publications are the most effective advertisements.

This report displays Activity Code usage grouped by Activity Codes and
grouped again for each included Skillset. Each line of data is a total of Activity
Code pegs that were entered over the period selected in the report
generation.

Company MNarme
Report Title Activity Code by Skillset
Repart Period 10 Sep 2007 14:27 to 11 Sep 2007 15:24
Report Created 11 Sep 2007 19:25
Data Timestamp 11 Sep 2007 15:23
Skillsets Sales
Activity Code Skillset Activity Code Time Pegs Average Time
Cust Complaint 00:00:14 1 00:00:14
SKILLT (1) 00:00:14 1 00:00:14
Daily Telegraph 00:00:14 1 00:00:14
SKILLT (1) 00:00:14 1 00:00:14
NO PEG 00:00:17 4 00:00:04
SKILLT (1) 00:00:17 4 00:00:04
Mote : Reports do not include calls in progress Page 1 of 1
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Help Request by Supervisor

The Help Request by Supervisor report shows information relating to Help
Requests made by Agents and which Supervisor responded to the request.
This report shows the Supervisor's Name and ID, the date and time that the
request was made, the Agent ID and Name and the CLID of the caller who the
Agent requires help with.

Company Hame Danishmend Hotels
Report Title Help Request by Supervisor
Report Period 2B Feb 2007 00:00 to 28 Feh 2007 17:06
Report Created 2B Feb 2007 18:04
Data Timestamp 2B Feb 2007 17:39
Supervisor ID Supervisor Name Time of Day Date CLID Agent 1D Agent Name
2 Agant2 14:35.27 24 Feb 2007 P223 4 Agentd
14:57.43 24 Feb 2007 P23 3 Aizha
Mate © Reparts do not include calls in progress Page 1 of 1

Supervisor Monitor by Agent

The Supervisor Monitor by Agent report lists the instances when the
Supervisor entered a monitoring session (Start Date and Time), left the
monitoring session (End Date and Time) and the details of each agent
monitored during that session.

The report is generated by agent. If the agent selected is a supervisor it will
list all the agents they have monitored plus any other supervisors that may
have monitored them. If the agent selected for the reports are not supervisors
then it will list the supervisors that may have monitored them.

Each Supervisor Monitor Session is displayed against a gray background and
the corresponding Agent monitored in that session is displayed against a
white background directly following the Supervisor Monitor Session in the
report.

This includes monitoring sessions activated through Feature 905 Supervisor
Monitoring and any Feature 906 Help Requests made to that supervisor. If a
help request is accepted and the supervisor monitors the call it will be shown
in this report. If the help request is declined, a monitoring session will be
displayed but no activity within that session will be shown.
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Carnpany Marme Danishmend Hotels
Repoit Titk Supersdsor Monitor by Agent
Report Panod 28 Jan 2007 00:00 to 29 Jan 2007 11:18
Report Created 12 Mar 2007 17:47
Data Timestamp 29 Jan 2007 11:39
Ho. of Agents Seleciad 1
Agans Phil
Superviser Agent Stant Date and Time End Date and Time

Montor Cal Agantl (3] SOTHA20 102414 20T 102440

Manior Sgent? (2} 200720110735 20670128 110741
Wenler Cal Agent2 (2 2H0T2e 1T IE 20ETI28 110742
Manfor Agent2 (2} Z2H0TNAZ8 11:D805 200725 11:0821

Manitor Agant2 &2} T2 132 ZUTZE 111451
vontor Call Ag=mz (2] EIOTIOUES 11185 ZOITINIEE 11:1431
Honitor Sgent2 2} 200728 111518 2067028 1:16:12

Honidor Pulil] ZH0T020 1028459 20670128 1027

Manitor Fril (1} ZWOTIZE1T4E 20ETEE 111807

Mote - Raports do not ncluds calls in progress Fags 1of 1
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System Configuration Report
This a detailed report running to a number of pages giving details of how
Reporting for Contact Center has been configured. The information displayed
will include:
e RCC and Contact Center Platform information
Contact Center Connection Information
Logging Details
User Admin Setup
Company Details
Print Schedules
Agent Alarms by Skillset
Wallboard Messages & Alarms
Answered and Abandoned Calls Time Bins

7§ http://200.30.30.45 - Report Viewer - Microsoft Internet Explorer

M 4 of3 b Bl 100% - Find [ Mest [ Select aformat x| Export S

Company Mame
Report Title System Configuration
Report Created 11 Sep 2007 14:42

Schema Version 2180

App Server Version 2200

Contact Centre Version CallCenter_30.00.14.16_07_16_2007

Contact Centre Connection

Make historical data requests every 15 Minutes

Select an IP Address 20030.30.45

Status Log Started

=
@
z
I=
=
E
S

Surname Adrnin

Language United Kingdarn English

Administrator Yes

Sales (1)

Surname admin1

Language United Kingdom English

Administrator No

Sales (1)

First name Ed

RCC Username gjones

Assign Wallboards Yes

Page 1 of 3
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Unanswered Help Request by Agent

This report displays the instances of each unanswered help request, where
the supervisor declined an Agent's request for help. This report should be
read in conjunction with the Help Request by Supervisor report to establish
the total number of Help Requests an Agent makes. This report can also be
used to determine if a Supervisor is refusing too many Help Requests.

Cormpany Mame
Report Title Unanswered Help Request hy Agent
Report Period 10 Sep 2007 14:27 to 11 Sep 2007 14:57
Report Created 11 Sep 2007 14:57
Data Timestamp 11 Sep 2007 14:56

Agent ID Agent Name Date Time of Day CLID

1 Alan 14:54:49 20070911 303

Mote : Reports do not include calls in progress Page 1 of 1

NN40011-024 Issue 1.2 BCM Rls 6.0 111



Reporting for Contact Center

Call Audit

This report shows transactional information for a single call; its main purpose
is to serve as a cradle to grave report on exactly how that call entered the
Contact Center, how it moved around the system and how it ended. A
supervisor may use this report to track down problematic calls, for example, a
complaint from a caller that they waited on the phone too long and once it was
answered they were transferred all over the place, or they may want to see in
practise how their routing tables are working.

The Call Audit report is generated from the Reports and Schedules report
generation page as a selectable report. However, if this report is selected it
will be generated exclusively, that is, all other report check boxes will be
cleared and appear dimmed until the Call Audit report check box has been
cleared.

After selecting the Call Audit report check box and clicking the View button
the Call Audit Search by Call Criteria page will open.

Call Audit

Call Cradle to Grave. Please use the options below to locate your
call within the database.

1. Search by Key

Key: |

Find |
2. Search by Call Parameters

Skillsets Agents
Sales Alan
Agent?
Clear | SelectAll Clear | Selectall
Activity Codes

Cust Complaint
Daily Telegraph
NOPEG

Clear Select All

CLID: |
DNIS: |

ml Cancel |
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There are 2 methods for generating the Call Audit report from this page:
Search by Key, and Search by Call Parameters method.

The following describes the 2 methods for searching for a call:

Search by Key
1. Inthe Key box, type a unique call key. The unique call key can also be
found in the Answered CLID/DNIS, or Abandoned CLID/DNIS report.
2. Click Find.
3. If the key is valid, the Call Audit report for that Call will be generated. If
the key is not valid, an error message will be displayed prompting the
user to enter a valid key.

Search by Call Parameters
1. Search for a call by entering a combination of Skillset(s), Agent(s),
Activity Codes, Calling Line Identification (CLID), or Dialed Number
Identification Service (DNIS).
Click Find to open the Call Audit Search Results page.
A list of all the calls that match the search criteria will be displayed.
For each call the search results will display the Key, CLID, DNIS, Start
Date and Time, End Date and Time, and the Media type (for example,
Multimedia Contact Center (MMCC), or Public Switched Telephone
Network Call (PSTN)) that the call was initially presented to.
5. A View button is displayed next to each call. Click View to show the
Call Audit report for that call.

Pwn

Note: This report must be generated by itself. When selecting this report all
other report check boxes that have been selected will be cleared and
disabled.

Note: You cannot schedule this report to print through the daily, weekly or
monthly scheduled reports. Neither can you print this report by way of the
Print button on the Reports and Schedules report generation page. However,
you can print the report from the Report Viewer window.
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In this example a customer complaint has occurred from a call that was taken
by agent Alan. The audit report has been used to trace the details of the call
that generated the complaint. A search has been made against the agent
“‘Alan” and the “Customer Complaint” activity code that he entered during the

call.

1. Search by Key

Key:l
Find |
2. Search by Call Parameters
Sales & Tech Support Select |
Skillsets Agents
Sales
Agent2
Clear | Select All | Clear | Select All |
Activity Codes

NOPEG

i amplaint
Diaily Telegraph

Clearl Select All |
CLID:I
DNIS:I

Cancel |

The call in question has been found with an identity key for the call of 23.

Real Time

Agent Alarms

‘Wallboard Setup

Time Bins Setup

Reports and Schedules

Daily Schedules »
Weekly Schedules -
Monthhy Schedules -

Get Latest Contact Center Data =

Call Audit

Please select a call to view

Wi 23

303

E70221

Start Date and Time End Date and Time Media Type

11 Sep 2007 15:54:25 11 Sep 2007 15:3813

PSTH
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The details of the “life” of the call can then be viewed. The call had a total
duration of 3 minutes 48 seconds. The call was presented directly to the Sales
skillset and queued for 3 minutes 30 seconds. It was then routed to Alan
(agent 1) who answered the call. The caller was then with Alan for a further 18
seconds.

Company Marme
Report Title Call Audit
Report Created 11 Sep 2007 15:47
Data Timestamp 11 Sep 2007 15:38
Key CLID DNIS Start Date and Time End Date and Time Duration Call Step Call Status Media
23 303 670221 11 Sep 2007 15:34:25 11 Sep 2007 15:38:13 00:03:48 - - -
11 Sep 2007 15:34:25 11 Sep 2007 15:37:55 00:03:30 Direct Call Sales (1) CDN PETM
11 Sep 2007 15:37:85 11 Sep 2007 15:35:13 00:00:15 Routed to Alan (13 SET PSTM
Mote : Reports do not include calls in progress Page

Print Schedules

Reports can be scheduled to print out on a daily, weekly or monthly basis.

Note: Scheduled printing uses printers that are available on the Web Host
PC.

1. From the Reporting section’s Main Menu, click on Reports and
Schedules.

Reports and Schedules

Flease selact the repart you wish to view from the list below

Real Time
From Date From Time To Date To Time
'y imimiced 24 Hour Format yyyyimimiclel 24 Hour Format
Agent Alarms
[enn70gn10 i 427 | [eooriein A s

‘Wallboard Setup

Report Hames

©Open Reports Explained Help Index

Time Bins Setup
[ Agent Activity by Agert ﬂ
?
Reports and Schedules i AR 57 G J
Daily Schedules » [~ Agert Average by Agert ﬂ
Weekly Schedules -
Monthly Schedules - [T Agent Capacity by Skilset ﬂ
Get Latest Contact Center Data «
[~ Agent Profile by Agent ﬂ
[T Call Breskdown by Agert ﬂ
[~ Abandoned Calls by Skillset j
[T abandoned CLIDIDMIS ﬂ
[~ Anzwered Calls by Skillset 7
[ IPSE———— sl [~ |
5 B —
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Daily Print Schedule

1. Click on Daily Schedules under the Print Schedules heading. Click
Add to add a Daily Print Schedule.

Main | Logout | Help Admin

Your Daily Schedules

Your Daily Print Schedules appear below. Help is available by clicking the
help button above.

Real Time
You do not have any schedules defined. Click add to begin adding
Agent Alarms schedules.
Wallhoard Setup
Time Bins Setup
Reports and Schedules

Daily Schedules -
Weekly Schedules -

Monthly Schedules =
Get Latest Cortact Center Data =
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2. On the following screen:

a. Enter a Name for the Schedule e.g. ‘8:00pm Daily’

b. Select the reports that you wish to be printed out

c. Select which days of the week on which you wish the reports to
be printed out on. You may wish to only select week days if the
company is not open during the weekend.

d. Select the printer that you wish the reports to be sent to. RCC
will allow you to access any of the printers that are already
configured on the Web Host PC (local or network).

e. Select the time period that you wish to view the data for.

f. Select the time at which you wish the reports to be printed out.

Add Daily Schedule

Schedule Name Please select the days for which you wish to have reports
- generated
Real T
al Time [~ Sunday
Reports

Monday

” [
Agent Alarms Agent Activity by Agent R
Agent Audit by Agent
— ey — M Wednesday C
Wallboard Setup gent Average oy Agen R
Agent Capacity by Skillset
[ Friday
Time Bins Setup @yertirofieloyls gent [~ Saturda
Call Breakdown by Agent J
Abandoned Calls by Skillset Select printer
Reprts and Schedules Abandoned CLIDADNIS HP 2000C =

Daily Schedules »

Weekly Schedules = Answered Calls by Skillset

Report period start time'

Monthly Schedules « Answered CLID/DMNIS l__[, I__I,
Get Latest Contact Certer Data = a0 0o
——— Call Average by Skillset
Call Profile Report period end time
Incaming Gall by Skillset 237|597
Summary Print time

Activity Code by Agent
Activity Code by Pegs
Activity Code by Skillset
Help Request by Supervisor
Supervisor Monitor by Agent
Systern Configuration

Submit | Cancel |

OO OOy OOy LT Ly O

f

3. When the Daily Print Schedule settings are complete click Submit.
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4. Select the Skillsets or Agents that you wish the reports to include. To
select more than one Skillset or Agent but not all hold down the ctrl key
and make selection.

Note: As a standard user you will only have the ability to report on Skillsets
that have been assigned to you.

rain | Logout | Help | Admin |

Daily Schedule - Agents

Please highlight the agents you wish the scheduled repart to include.

Real Time
Skillset Favorites You have no favourites
Agent Alarms saved
Name
Wallboard Setu Sz @
P Tech Delete | Select |
Support
Time Bins Setup
Skillsets SelectAll | Agents Select All |
Reports and Schedules
Sales Agent?

Daily Schedules =

Weekly Schedules =

Monthly Schedules =

Get Latest Contact Center Datm = JJ
< »

Create Favourite | Create Favourite

Submitl Cancel |

5. When the selection is complete click Submit.

6. Select the Skillsets or Agents that you wish the reports to include. To
select more than one Skillset or Agent but not all hold down the ctrl key
and make selection.

7. Alist of Daily Print Schedules is now available.

Iain | Logout | Help | Admin |

Your Daily Schedules

Your Daily Print Schedules appear below. Help is available by clicking the
help button above.

Real Time

Name Skillset Created Print Time

Daily ﬂ Wied, 2007-09-12 07:00
e 11 Sep 2007 070918 D700 [ZI Deactivate | m Delete

Agent Alarms

Wallboard Setup

Add
Time Bins Setup

Reports and Schedules

Daily Schedules «
Weekly Schedules -

Monthly Schedules -
Get Latest Contact Center Dats =
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8. Hover your mouse cursor over the Skillset “?’ symbol to find out which
Skillsets are part of this report.

Weekly Print Schedule

1. Click on Weekly Schedules under the Print Schedules heading.
Click Add to add a Weekly Print Schedule.

Iain | Logout | Help | Admin |

Your Weekly Schedules

Your Weekly Print Schedules appear below. Help is available by clicking the
help button above.

Real Time
Yfou do not have any schedules defined. Click add to begin adding
Agent Alarms schedules,
Add | —
Wallboard Setup
Time Bins Setup
Reports and Schedules

Daily Schedules =
Weekly Schedules =

Monthly Schedules =
Get Latest Cortact Center Data s
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2. On the following screen:

a. Enter a Name for the Schedule. E.g. ‘8:00pm Sunday’
b. Select the reports that you wish to be printed out
c. Select which day of the week on which you wish the reports to

be printed out on.

d. Select the printer that you wish the reports to be sent to. RCC
will allow you to access any of the printers that are already
configured on the Web Host PC (local or network).

e. Select the time period that you wish to view the data for.

Please select the day on which you wish to have your
weekly scheduled reports printed.

ISunday -

f. Select the time at which you wish the reports to be printed out.
Add Weekly Schedule
Schedule Name n
Real Time
Reports
Agent Mlarms Agent Activity by Agent

Agent Audit by Agent
Agent Average by Agent

Agent Capacity by Skillset
Agent Profile by Agent

Call Breakdown by Agent
Abandoned Calls by Skillset
Abandoned CLID/DNIS

Answered Calls by Skillset
Angwared CLID/DNIS

Call Average by Skillset
Call Profile

Incoming Call by Skillset
Summary

Activity Code by Agent
Activity Code by Pegs
Activity Code by Skillset
Help Reguest by Supervisor
Supervisor Manitor by Agent
System Configuration
Unanswered Help Reguest by Agent

Wallhoard Setup

Time Bins Setup

Reports and Schedules

Daily Schedules -
Weekly Schedules -

Monthly Schedules -
Gt Latest Contsct Center Dtz «

OO ayoccoyoiyo iyt iyoil

Select printer
IHP 2000C 'I

Report period start time
IEIEI 'I 0o 'I

Report period end time
|23 'I 54 'I

Print time

Submit | Cancel

3. When the selection is complete click Submit.
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4. Select the Skillsets or Agents that you wish the reports to include. To
select more than one Skillset or Agent but not all hold down the ctrl key
and make selection.

Main | Logout | Help | Admin |

Weekly schedule - Agents

Please highlight the agents you wish the scheduled report to include.

Real Time
Skillset Favorites You have no favourites
Agent Alarms saved
Hame
Wallboard Setu Sz
P Tech Celete | Select |
Support
Time Bins Setup
Skillsets Select All | Agents Select Al |
Reports and Schedules
Sales Agent2

Daily Schedules =

Weekly Schedules «

Monthly Schedules »

Gt Latest Cordmct Center Datm e JJ
£ >

Create Favourite | Create Fawvourite

Submitl Cancel |

5. A list of Weekly Print Schedules is now available.

‘ Logout | Help | Admin |

Your Weekly Schedules

Your Weekly Print Schedules appear below. Help is available by clicking the
help button above

Real Time
Name Skillset Created Print Time
Agent Alarms
Wizek
Sched 11 Sep 2007 Tue. 2007-09-15 0700 [ZT Deactivate | Edit| Delete |
Wallboard Setup Cne
Time Bins Setup Add
Reports and Schedules

Daily Schedules »

Weekly Schedules -
Monthty Schedules

Get Latest Cortact Certer Data =

6. Hover your mouse cursor over the Skillset “?’ symbol to find out which
Skillsets are part of this report.
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Monthly Print Schedule

1. Click on Monthly Schedules under the Print Schedules heading.
Click Add to add a Monthly Print Schedule.

G E | Logout | Admin

Your Monthly Schedules

Your Monthly Print schedules appear below. Help is available by clicking the
help button above.

Real Time
You do not have any schedules defined. Click add to begin adding
Agent Alarms schedules.
Add |<—
Wallboard Setup
Time Bins Setup
Reports and Schedules

Daily Schedules -
Weekly Schedules =

Monthhy Schedules «
Get Latest Cortact Certer Data »
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2. On the following screen:
a. Enter a Name for the Schedule. E.g. ‘8:00pm Monthly’
b. Select the reports that you wish to be printed out
c. Select the printer that you wish the reports to be sent to. RCC
will allow you to access any of the printers that are already
configured on the Web Host PC (local or network).
d. Select the time period that you wish to view the data for.
e. Select the time at which you wish the reports to be printed out.

Note: When configuring Monthly Print Schedules be aware that the reports
will print on the first day of every month while this schedule is active.

Add Monthly Schedule

Schedule Name

Real Time

Agent Alarms

Wallboard Setup

Time Bins Setup

Reports and Schedules

Daily Schedules »

Weekly Schedules »
Monthhy Schedules =

Get Latest Contact Certer Dotz

cheduleName___

Please select a report
Agent Activity by Agent
Agent Audit by Agent
Agent Average by Agent
Agent Capacity by Skillset
Agent Profile by Agent
Call Breakdown by Agen

: 07
Abandoned Calls by Skillset
Abandoned CLIDDMIS
Answered Calls by Skillset

r
r

r

r

r

r

r

r

r

[ Answered CLID/DNIS
[~ Call Average by Skillset
[ Call Profile

[~ Incoming Call by Skillset

[T Summary

[ Activity Code by Agent

[T Activity Code by Pegs

[~ Activity Code by Skillset

[T Help Reguest by Superdisar

[T Superdsor Maonitar by Agent

[T System Canfiguration

[~ Unanswered Help Reguest by Agent

Select printer

IHP 20aooc 'l

Report period start time

Report period end time d
|23 v”59 vl

00 >} |00 >

Print time

07 = ;IDD 'l

Submit | Cancel |

3. When the Monthly Print Schedule settings are complete click Submit.
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4. Select the Skillsets or Agents that you wish the reports to include. To
select more than one Skillset or Agent but not all hold down the ctrl key
and make selection.

Main | Logout | Help | admin |

Monthly Schedule - Skillsets

Flease highlight the Skillsets you wish to include in the print schedule.

Real Time Favourites
Name
Agent Alarms
Sales & Tech Support Delete I Select I
Wallboard Setup Skillsets

Time Bins Setup

Reports and Schedules

Daily Schedules =

Weekly Schedules «
Monthby Schedules =

Get Latest Cordact Center Data =

Select All | Create Favourite |

Submit| Cancel |

5. When the selection is complete click Submit. To select more then one
but not all hold down the ctrl key and make selection. A list of Monthly
Print Schedules is now available.

Main | Admin ‘

Your Monthly Schedules

Your Monthly Print schedules appear below. Help is available by clicking the
help button above.

Real Time
Name Skillset Created Print Time
Agent Alarms
Morth
Sohed 115092007 on. 2007-10-01 07:00 [v/] _ Deectivate | Edit|] _Delete |
Wallboard Setup one
Time Bins Setup Add
Reports and Schedules

Daily Schedules =
Weekly Schedules «
Monthly Schedules «
Get Latest Contact Certer Data s

6. Hover your mouse cursor over the Skillset *?’ symbol to find out which
Skillsets are part of this report.
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Additional Information

Configuring the Windows XP Firewall

The following is an example of how to configure the Windows XP (SP2 or
later) firewall to allow RCC information through.

1. From the Windows task bar, select Start, Settings, Control Panel,
and double click the Security Center icon.

E- Control Panel

File Edit Yiew Favorites

Tools

=10l x|

Help

L

OBack - -\-.) - lﬁ

/_)Search ||~ Folders ||._Jj' k) x n | -

Address Iﬁ' Cantrol Panel

EPE

o>
A

%

ue

=

¢

s w =z

[

Accessibility  Add Hardware Add ar Administrative  Automatic  Date and Time Display Falder Options Fonts Game
Options Remov... Taals Updates Contrallers
T U . R CR W
s = &= =) )=
Wireless Internet Java Jaws FDF kevboard Mail Mouse Mekwork, Phone and  Portable Media
Metwork Set...  Options Creakor Connections  Maodern ... Devices
e i - iy A ¥ o =5
U L=t i J
» . a e 2 9190 9 w
Power Options  Printers and CuickTime  Regional and  Scanners and  Scheduled Security SoundMAY  Sounds and Speech
Faxes Language ... Cameras Tasks Center Audio Devices
R 82 @ W
Swskem Taskbar and  User Accounts  Windows Wireless Link
Start Meru Firewall
2. Click Windows Firewall.
Security Center
Help protect your PC
€ Resources A Security essentials
Security Center helps you manage your Windows security settings, To help prokect your computer,
make sure the three security essentials are marked ON, IF the settings are not OM, Fallow the
= 3t the latest security and virus recommendations. Ta return bo the Security Center later, open Contral Panel,
information from Microsoft ‘What's new in Windows ko help protect my computer?
= Check For the latest updates From
windows Update @ Firewall ©ON | ¥
= (et suppark for security-related
issugs 3
@ Automatic Updates © ON 3
= (et help abouk Security Center
= Change the way Security Center g] Virus Protection o ON | ¥
alerts me
Manage security settings for:
@ Internet Options % Automatic Updates
@ Windows Firewall
it
3. The Windows Firewall dialog box appears.
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%= Windows Firewall x|

General |E>:c:eplions| Advanced |

Windows Firewall helps protect your computer by preventing unauthonized users
from gaining accessz to your computer through the Intermet or a network,

VA

Thiz zetting blacks all outzide sources from cornnecting ta this
computer, with the exception of thoge selected on the Exceptions tab.

[~ Don't allow exceptions

Select thig when pou connect bo public networks in less zecure
lozations, such az airports. vou will not be natified when 'windows
Firewwall blocks programs. Selections on the Exceptions tab will be
ignared.

@ " Dff [not recommended]

Avoid uzing thiz zetting. Turning off Windows Firewall may make this
computer more vulherable to viruses and intruders.

Windows Firewall is using vour domain settings.

"What elee should | know about “Windows Firewall?

QK. I Cancel |

4. Select the Advanced tab and select Local Area Connection. Then
click Settings.

%= windows Firewall x|

General | Exceptions  Advanced |

— Metwork Connection S ettings

‘Windows Firevsll is enabled for the connections selected below, To add
exception: dPan individual connection, select it, and then click Settings:

Settings...

— Securty Logging

Y'ou can create & log file for troubleshooting purpozes. Settings... |

ICMP
With Internet Contral Meszage Pratacol [ICMPY, the Settings. . |
computers on a network can share enor and status =
infarmation.

— Default Settings

To restore all windows Firewall zettings to a default state, Festore Defaults |
click Restore Defaults. —

(1] 8 I Cancel |
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5. The Advanced Settings dialog box appears with the Services tab
displayed. Select Web Server (HTTP) and click OK.

6.

Advanced Settings

Semwices | ICMP |

Select the zervices running on pour network that Intermet uzers can

ACCEEE.

Services

2%

FTP Server

Intemet Mail Access Protocol Yersion 3 [IMAPZ]
Intermet Mail Access Protocol Yersion 4 [IMAPA]
Intemet Mail Server [SMTP)

FPozt-Office Protocol Yersion 3 [POP3)

Femate Dezktop

Secure \Web Server [HTTPS)

Telnet Server

“Wwieh Server (HTTP)

OoOooOooOood

A

Add... Edit... R:tc

Cancel |

Click the Exceptions tab and click Add Port.

%= windows Firewall

General Exceptions | Advanced I

Windaows Firewall iz blacking incoming nebwark connections, except for the
programs and services selected below. Adding exceptions allows some programs
bo work. better but might increaze your secunty nsk,

Programs and Services:

I anne:

g
Canon Driver Information Szsist Service
CDRCLIENTARPF

CDRFORT

File atd Printer Sharing

Intermet Explarer

iTunes

MOROT00E

WPort Windows &pplication

Remote Assistance

W

-

x|

[ Remate Deskton LI
AddProgiam.. | AddPat. | Edit._ Delete |
[w Dizplay a notification when Windaws Firewal blocks a program
wihat are the risks of allawing exceptions?
ITI Cancel
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7. The Add a Port dialog box appears.

x

|1ze these =ettingz to open a port through YWindows Firewall. To find the paort
number and protocol, consult the docurmentation for the program or service you
want bo uze.

I ame; Il

Part number: I

"Wwhat are the rigks of opening a port?

Change scope. .. | )% I Cancel

8. Enter RCCRPT as the name for the new port and enter 6010 for the
port number. Leave the connection type as TCP, and click OK.

x

Ilze theze zettings to open a port through indows Firewall. To find the port
hurmber and protacaol, conzult the docurmentation far the program or service you
want to use.

Port number;  |6010

@ ICP ¢ UDP

YWhat are the rizks of opening a port’?

LChange scope... | ] I Cancel
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9. Click Add. Enter RCCRT as the name for the new port and enter 6011
for the port number. Leave the connection type as TCP, and click OK.

x

Ilze theze settings to open a port through *indows Firewall. To find the port
number and protocol, consulk the documentation for the program or service pou

want ko use.

Mame: IHEEHT

Port number: IED'I 1|

= TCP " UDP

What are the rizkzs of opening a port?

Change scope... | | ] 4 I Cancel |

Note: Please refer to the Firewall Considerations - Port Numbers used by
Reporting for Contact Center section of this guide for further ports that may
require opening in the firewall. For example, the ports required for SoftBoard
operation may also require opening on the destination PCs.

10.Click OK to close the Windows Firewall dialog box, and then close the
Security Center Window.

NN40011-024 Issue 1.2 BCM Rls 6.0 129



Reporting for Contact Center

Troubleshooting

Checking Internet Information Services Settings

The following procedure details how to check the Internet Information
Services settings in Windows XP.

1. These settings can be found in the Windows Control Panel of the Web
Host PC under Administrative Tools.

2. Once you have opened Administrative Tools, double click Internet
Information Services.

M Administrative Tools -0 x|

File Edit Yiew Favorites Tools Help | :,'
- Y - @ o

@Back =/ lj‘ p Search i Folders

Address I{u Administrative Tools j Go

. Component Services Computer Management
File and Folder Tasks 2 Sharteut E Sharkeut
ZFKE ZKE

Al Data Sources (ODBC) . deskkop.ini
@l Shortcut ¢ Configuration Settings
ZFKE 1 kF

Iq(n Rename this file

_& Move this file

D Copy this File

&8 Publish this file to the Web
(=) E-mail this file

¥ Delete this file

Event Viewer
Shorkeut
ZFKE

Local Security Palicy
Shortout
ZFKE

Petformance
Shorkout
ZKE

Server Extensions Administrator Services
Shortout Shorkout
ZKE ZKE

»

Other Places

[} Conkrol Panel
B My Documents
j MMy Compuker
& My Mebwork Places

Nakails *
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3. Then right click on the Default Websites link and select Properties.

?'5 Internet Information Services ngil
File Action Yew Help
coEB28[> =0
§'§ Trternet Infarma Computer | Local | version | stat
Eg DESKTOP {lacal computer) BIFIDESKTOP (local computer) es 5 v5.1
E dab Cika
- |- Default wieh Site Explore
[ Default SMTF Virtual Ser
Qpen
Browse
Start:
Skop
Pause
M »
All Tasks
Rename
Refresh
Properties | |
| Help | |
*

4. The IP address setting for the default website should be ‘(All
Unassigned)’ or the IP address setting for the default website should
be 127.0.0.1 and the host header should be localhost.

Default Web Site Properties

Directory Security I HTTP Headers |
Wieb Site ISP Fiters |

21 x|
Cuistarn Emorg | Server Extensions
Hiome Directom I Diocuments

el Site |dentification

Description:
P Address: I[AII Unrassigned) j Advanced... |
TCP Poit: ISD 551 Perk:

r~ Connections

[V HTTP Keep-tlives Enabled

Connection Timeout; I 900 seconds

—Iv Enable Logging

Active log format:

IWSC Extended Log File Format

j Properties. .. |

[ o ]

Cancel |

Apply

Help

5. The port should be set to

80.

NN40011-024 Issue 1.2 BCM Rls 6.0

131



Reporting for Contact Center

Note: It is recommended that the customer ensure that they have made the
Web Host PC Internet Information Services installation as secure as possible.
Generally this involves loading security patches and/or service packs for
Internet Information Services and for the operating system of the Web Host
PC. These are made available free of charge by Microsoft.

Real Time Screens Not Displaying Correctly

If you have multiple versions of JRE (Java Runtime Environment) installed on
your PC and the Real Time screens are not being displayed correctly check
that Internet Explorer is using JRE version 1.6.0 for applets, or higher, by the
following:

1. Click Start, Programs then right-click the Internet Explorer icon, and
select Internet Properties.

[T) Accessories 3
) Games 3
[T Microsoft OFfice Tools ’
M) Soundmay b
_:l Skartup .3
7l Adobe Reader 7.0
Micros  Open
Micros Run as...
Y Micros  Send To »
S Meros
g INew Office Document Micros  Copy
. Il Micros
= Open Office Document Create Shortaut
}. MSN Delete
i) Outloc
@ Set Program Access and Defaults "a] _ Rename
i
- : b Sort by Name
o Windows Catalog Properties
R F Windows Movie Maker
| 3
Programs () Microsoft SQL Server 2005 P
E .; Documents r
=
g G Settings »
o
o
e Search »
% @) Help and Support
N
E =] Run...
-
&=
H 2 stwoown...

Ir;f_'start E_'] MH40010-623 Issue 1... | Microsoft PowerPoint .,
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2. Click on the Advanced tab and scroll down to Java (Sun) and select
the Use JRE1.6.0_[version] for <applet> check box.

Internet Options E@

General | Security || Privacy | Content | Connections | Programs Advanced
Settings

| £5] Jawa (Sun) A

Use JRE 1.6.0 For <applets (requires restart)h
=) Microsoft Y

[] 3ava console enabled frequires restart)

[ 3avalogging enabled

JIT carnpiler Faor virtual maching enabled (requires restart)
dig Multimedia

Always use ClearType for HTMLY

Enable automatic image resizing

Play animations in webpages*

Play sounds in webpages

[ show image download placeholders

Show pictures

[#] Smart image dithering v
£ ?

*Takes effect after vou restart Internek Explorer

Restore advanced settings ]

Reset Internet Explorer setkings
Deletes all temporary files, disables browser
add-ons, and resets all the changed settings,

You shaould only use this iF yvour browser is in an unusable state,

[ QK ] [ Cancel ]

3. Click Apply and click OK to close the Internet Properties dialog box.

4. If the Use JRE 1.6.0[ version] for <applet> option is not available, JRE
version 1.6.0 must be installed. Go to step 6.

5. If the Real Time screens are still being displayed incorrectly, uninstall
JRE version 1.6.0 by selecting from the Window taskbar Start,
Settings and then click Control Panel. The Control Panel window
appears.

6. Double-click the Add or Remove Programs icon. The Add or Remove
Programs dialog box appears.

~

Under Java(TM) SE Runtime Environment 6 click Remove. Click Yes
to confirm uninstalling the program.

8. Re-install Java Runtime Environment 6 by opening C:\Program
Files\Nortel\Reporting for Contact Center\Java on the Web Host PC.
Copy the jre-6-windowsi586.exe file and install it on the PC exhibiting
problems to install the Java Runtime Environment. When JRE 1.6.0 is
installed on the PC you should be able to view Real Time screens
correctly.

For further details relating to Reporting for Contact Center troubleshooting
please refer to the Reporting for Contact Center Troubleshooting Guide.
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Avaya Documentation Links

Reporting for Contact Center — Setup and Operations Guide
Reporting for Contact Center — Reports Explained

Reporting for Contact Center — Quick Reference Guide
Reporting for Contact Center - Troubleshooting and Maintenance
Guide

e |PView Softboard — Setup and Operations Guide
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