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Communications Center: Queuing Reports Application

MODULE PAPER

In today’s fast paced communications center environment, information is power.
Enghouse Interactive’s standard, out-of-box reporting capabilities provide data that is
meaningful and easy to analyze so that managers can accurately measure contact center
performance.

e Managers get the statistical output needed to make informed management
decisions, prioritize goals and set performance standards.

e Administrators can review general system operation statistics, usage, call frequency
and duration.

Organizations wishing to tailor reports to meet unique needs — for example to integrate
with existing in-house reporting packages — may also look at Enghouse Interactive’s
Custom Reporting module.

Enghouse Interactive Communications Center (CC)'s on-board database collects ‘cradle-to-grave’
statistics on every interaction - whether voice, email, fax, SMS, web chat or web callback. In contrast
to many other reporting packages, CC's standard reporting gives you vital information about all
types of communication within your enterprise from the one platform, with a comprehensive
selection of predesigned reports and graphs.

CC Reports were designed by our customers for real business practice, to inform management
about all contact center activity and performance, across all queues, agents and media channels.

In addition to standard reporting, there is also CC's Custom Reporting module which allows you to
draw key metrics from the CC reporting database to create a consolidated view of the information
that is specific to your needs.
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Overview

Communications Center’'s Standard Reports application comes as part of the Connector module. It
comprises a suite of reports that have been created over 25 years of customer input and feedback.
These reports allow users to easily “pick and run” the report that most suits their needs, on a daily,
weekly or monthly basis, either as needed or on a prepared schedule.

Managers can drill down or summarize to one line, and save their most used reports.
Some of the reports available at your site depend on the Communications Center modules you use:

e Queuing Reports make it easy to analyze your Communications Center contact center traffic and the
performance of queues and agents handling interactions. You can also review general system operation
and call frequency or duration. You will find a list of all the queuing reports starting on page 11.

e Fax Reports provide information about inbound and outbound fax usage via Communications Center's
Fax Queuing module.

e System Repo rts are also available for all deployments, allowing administrators to view, save or print a
configuration of the Communications Center solution at your site.

Reports can be accessed by different users based on permissions set by the administrator. Security
privileges control the ability to log in and generate reports across different areas of the organization.
For example, managers could be given access to all the data in their department, while team leaders
could potentially only access data pertaining to certain queues or agents that they supervise.

As well as the out-of-box report format, each report can be exported as a PDF or .csv (spreadsheet)
file.

©2018 Enghouse Interactive Ltd Page 9 of 27
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Queuing Reports

Queuing Reports' deliver the comprehensive management information that contact center
managers need to effectively manage their operations and staff. Information comes in a variety of
easy-to-understand formats including charts and graphs. It can be provided on a per agent basis.
From the time of an interaction’s arrival at the organization through to its termination, valuable data
is being collected about each interaction and the agents who handle it.

Reports include the following comprehensive detail:
e Queue wait time

e Agent talk time

e Average handle time (AHT)

e Average speed of answer (ASA)
e Abandoned calls

e Total calls by queue or agent

o Call date and time

o Agent the call was delivered to
o After call Worktime

e Break type and duration

e Wrap-up

There are 4 options of detail level for each report:

o All details - A totals line per queue/agent, total line per day and one line for each record.
e Summary - A totals line per queue/agent and a total line per day

e Totals only - One totals line per queue/agent

e Monthly breakdown - One line of totals per month

Queuing reports can be run in two modes, detailed or historical summary . An explanation of these
categories, and a summary of each report available, is shown in the pages following.

IReports functionality is built into the Contact Center (CC) Connector module.

©2018 Enghouse Interactive Ltd Page 10 of 27
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Detailed Queuing Reports

“Detailed Reports” are a comprehensive data analysis of the most recent contact center records.
These are typically stored for a finite period? and enable managers to drill down to individual call
statistics or specific agent activity over small blocks of time, in order to examine the minutiae of

contact center performance. The detailed reports available are listed below:

Queue Break down your total calls by media (channel) type. You can also obtain
Multimedia information on individual queues via the Queue Performance report but the
Queue Multimedia report provides an overview of total activity by media type
Queue Evaluate the contact center’s performance on a call-volume-per-queue basis,
Performance including daily averages, total calls for each queue and whether the target

answering time for the contact center is being met. This report is particularly
useful for investigating anomalies in performance, down to individual calls.

Queue Service
Level

Get a periodic snapshot of the service level on a per-queue basis. The service
level is a single figure that represents answering performance for the queue,
requiring no further analysis. Compare this report with the queue traffic
analysis report to analyze how your service level has been affected during
peaks and troughs throughout the day.

Queue Traffic
Analysis

Examine queue calls by time period e.g., by the hour, with subtotals. Identify
times of peak call volume and schedule resources around these periods, and
compare the time slots for different days e.g., compare call volumes on a date
range between 7am and 8am.

Queue Traffic
Compari son

Review statistics on a group of queues by time period e.g., by the hour with a
breakdown of the service level achieved within these time periods. Identify
times of peak call volume and schedule resources around these periods.
Discover how many calls a team or department has handled during the
different time slots, and see when service levels are unsatisfactory, or call
volumes are high.

Queue
Transferred Calls

Drill down on calls delivered via the queue to an agent and then transferred
elsewhere. Track whether callers are being dealt with by the right agent,
agents need up-skilling, or where advanced functionality could be beneficial
(e.g., caller recognition routing or preferred agent).

X-Seconds

Get an alternative view of your queue performance by tallying call wait times
into time slots. This is useful when you need to measure queue performance

2 Storage duration is a decision for the site administrators, based on data storage capacity.

©2018 Enghouse Interactive Ltd Page 11 of 27
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based on an "unacceptable wait time" in your queue. The X-Seconds report
also is helpful for analyzing abandoned calls.

Examine agents’ activities over a given period. The agent timeline shows what
the agent was doing, when, and for what duration.

Review the net availability of agents, with details of all actions that made
agents unavailable. Assess why service levels are not being achieved, and
compare Queue Traffic with Agent Availability to revise shift times or other
procedures to maximize performance

Look at individual agents across multiple media types. Identify the different
types of interaction that agents are handling, their volume and frequency.

Get a picture of individual agent performance with daily averages and totals
for each agent, plus details of each call. Recognize top performers and help
other agents reach performance criteria expectations.

Examine all aspects of agent activity by time slot across the total queue: all
interactions (including outbound), abandons, average talk time, average after
call worktime, average handle time, average speed of answer, and average
number of agents available.

View agents both in overview. Identify agent availability, interaction type and
duration, and use the summary to aid training and procedure planning.

Drill down on every instance of agent breaks and worktime, summarized by
agent , for the selected date range.

Drill down on every instance of agent breaks and worktime, summarized by
reason , for the selected date range.

See end-to-end data on interactions based on specified parameters. Calls are
grouped by time, under date. Look at any (or combinations) of the following:
e Agentor groups of agents - calls made or received while logged in.
e Queue (or queue groups)
e Phonebook - company and /or contact
o CallerID

Use the call tracking report to trace a call from beginning to end, and plan
improvements for customer service techniques and general telephony
standards of service.

Analyze the callback process and its resolution.

Analyze your traffic by agent, and compare agents' daily performance.

Page 12 of 27
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Match wrap-up codes entered against inbound interactions against agents.
Determine how many were repeats, complaints, successful resolutions, new
sales or results from the latest advertising campaign. See the proportion of
interactions that have wrap-up codes assigned, and identify agents who are
regularly not entering codes.

Break all your interactions down by wrap-up code.

Use wrap-up code information to report on interactions daily for a specified
report period. The summary consists of daily and overall bands, and the total
summarizes daily and overall bands.

Examine inbound and outbound traffic on department extensions and queues
to understand the frequency and nature of inter-department traffic. This
report provides details of every call transaction for the specified department.

One of the most critical reports for understanding agent confidence versus
training needs. Run a report on all calls that were put on hold and review how
a call's handling time was split between talk, hold, and wait time. Compare
hold time with how long the agent spends actually talking with the caller.

Get an hourly summary of interaction origin on your In-dial numbers by:
e Number of call types received
o Date and distribution of calls
e Average time that this type of call spent waiting in the queue

e Average time the call took to be answered after being delivered to an
agent

e Average time spent talking to this type of caller
Measure in-dial activity by queue, specifically frequency, wait time and

duration, along with abandoned calls. Identify busy versus quiet times so you
can allocate resources and schedule breaks accordingly.

View traffic on in-dial numbers, including queue-specific breakdowns of calls
for each In-dial number.

See how many times each Auto Attendant key option was selected by callers,
for each queue. Review contact center resources as well as caller uptake.

Compare the time that was announced to callers with the actual time taken, to
understand how well the promised answer time for the contact center is being
met. Only phone calls currently receive ETA announcements.

Review all the mode changes applied to a queue over a given period, including
manual and automatic changes, and see who executed any manual changes.

Page 13 of 27
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Historical Queuing Reports

Detailed records are automatically archived into summarized historical records at midnight. The
details records are then removed from the database once the specified retention deadline is
reached. A recommended duration is three months, however this depends on the needs of the
contact center and the data storage available. Once the agreed time has elapsed, the records are
automatically converted into summary form for use in historical reports.

Some of the most typically used historical reports include:
Queue Historical Compare queue analysis on all archived data, with queue traffic analysis

comparisons on data that is older than the archive period. Drill down on
interesting events and create a long term view of queue performance.

Queue Historical Use this report rather than the one above to see summary values as averages

Average instead of totals. Perform queue traffic analysis on averaged daily call data

In -dial Historical Measure traffic for individual In-dial numbers to your Queues using historical
data

Agent Historical Compare totals of all agents over a timeframe using historical data.

Agent Historical As above but compares average values. Drill down on interesting events and

Average compare agent average analysis on all archived data.

Callback Queue Get the same information as the Callback Analysis (detailed) report, but over a

Historical longer period. Analyze Queue Callback using historical data.

Callback Agent Again, you get similar information to the Callback Analysis (detailed) report,

Historical only subtotaling data by agent. Analyze Callbacks on a per-agent basis, using

historical data.

Selections of commonly used detailed and historical reports are shown on the pages following.

©2018 Enghouse Interactive Ltd Page 14 of 27
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Queuing Report Examples

Queue Traffic Analysis Report

For Queusals) 'Report Queues (355)'
For the period {23/10- 24/10), {(12:00:00 a.m.-11:59:59 p.r.), Types "4, C, O, Min Abnd 'Default’, Report Interval '60', Detail 'Surmmary’

Date From To Calls Ring Talk  Total Talk Wait Max Wait ACW Abnd Abnd AHT ASA
Rate

23410 §:00:00 §:59:59 1 0:05 24:01 24:01 ozz 0:2z 1:00 25:01 ez
23/10 10:00:00 10:59:59 3 0:09 9118 18:35 0:zz 0:46 0:40 1 33.353% i0:1s 0:10
23/10 11:00:00 11:59:59 3 009 Z:49 §127 0ils 023 1:00 349 0:is
23/10 1z:00:00 12:59:59 b, 006 243 243 049 0:49 1:00 43 0:49
23/10 13:00:00 13:59:59 1 004 053 0:53 00 006 1:00 1:53 0: 06
23/10 14:00:00 14:59:59 b, 0oz G643 G643 0:04 0:04 1:00 Tid3 0:04
23f10 10 0:07 6:49 1:01:22 0:19 0:49 0:54 1 10.00% 749 0:16
24,410, 9:00:00 9:59:59 5 0:06 §:57 4447 0:07 0:10 1:00 957 0:07
24,410, 10:00:00 10:59:59 z 0:09 4136 911 015 0:24 1:00 5:36 0:18
24410 7 0:07 F:43 53:58 0:10 0:24 1:00 §:43 0:10

17 0:07 i 1:55:20 0:16 0:49 0:56 1 5.88% 8:12 0:14

23410 9:00:00 9:59:59 g 0:05 0:08 0:23 0:08 0:14 0:23 5 62.50% 1:08 0:06
23710 & 0:05 0:08 0:23 0:08 0:14 0:23 5 62.50% 1:08 0:06
24/10 1z:00:00 1z:59:59 1 0:05 034 034 0:54 0:54 0:01 0:35 0:54
24410 1 0:05 0:34 0:34 0:54 0:54 0:01 0:35 0:54

9 0:05 0:14 0:57 0:13 0:54 0:20 5 55.56% 0:59 0:18

23410 11:00:00 11:59:59 1 0:05 3134 3134 0:07 0:07 1:00 41354 0:07
23/10 13:00:00 13:59:59 1 0:0z 13:29 13:29 0:04 0:04 1:00 14:29 0: 04
23710 2 0:03 8:31 17:03 0:05 0:07 1:00 9:32 0:05

2 n:n3 A:31 17:N3 n:ns n:n7 1:00 09:32 n:ns

Figure 1. Queue Traffic Analysis Report based on hourly summary

©2018 Enghouse Interactive Ltd Page 15 of 27
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Queue Performance Report

For Queue(s) 'AUS Cust, US Cust’
For the period (30 Oct - 30 Oct), (12:00:00 AM-11:59:59 PM), Types 'A, C, @', Min Abnd '0', Detail 'All Details'

Date Arrival Type UserlD Agent Caller Calls Ring Talk Total Talk Wait ACW Wrapup Prime  Abnd Abnd Target AHT ASA
Time Agents Rate
30 Oct 10:36:25 A 89635 Dinah Meyers +1(949) 9652259 0:05 0:22 3 1
30 Ot 10:40:46 Q 89618 Sam Johns +1 (949) 5727954 0:12 8:53 0:14 1:00 2 9:53 0:14
30 Oc 11:00:20 Q 88350 Joan Stewart +1(5347) 5728513 0:05 3:49 0:07 1:00 4 4:45 0:07]
30 Oa 11:10:42 Q 89518 Sam Johns John Dee 0:02 0:41 0:03 0:03 4 0:44 0:03
30 O 11:16:20 Q 88350 Joan Stewart +1(947) 8392888 0:06 2:46 0:54 1:00 2 3:46 0:54]
30 Oc 11:29:14 Q 896138 Sam Johns +1 (949) 5861210 0:06 5:45 0:23 0:46 2 6:31 0:23
30 Oa 11:46:58 Q 89653 Kyly Wen +1(921) 6615904 0:02 1:51 0:03 1:00 4 2:51 0:03
30 Oc 12:37:40 Q 88352 Jan Dodge Amy Hay 0:03 3120 0: 1:00 3 4:20 0:20
30 Oc 12:49:28 Q 89653 Kyly Wen +1(5949) 9552259 0:02 2:10 0:04 1:00 4 3:10 0:04]
30 Ot 13:04:38 Q 89329 Michel Hall +1 (943) 5727954 0:09 6:33 0:10 1:00 5 7:33 0:10
30 Oa 13:15:08 Q 89653 Kyly wen +1(947) 5728513 0:03 521 0:19 1:00 4 6:21 0:19
30 O 13:33:5% Q 89653 Kyly Wen Ram Prasad 0:02 4446 0:04 1:00 4 45:46 0:04]
30 O 14:02:53 Q 189635 Dinah Meyers +1(947) 5782989 0:11 4:01 0:28 1:00 4 5:01 0:28]
30 Ot 15:55:51 Q 89611 Blair Key +1 (948) 5861210 0:07 324 0:09 1:00 1 4:24 0:09
14 0:05 7:11  1:33:20 0:16 0:55 5 1 7.14% 100.00% 8:05 0:15

30 Oa 10:47:19 Q 89329 Michel Hall Jay Deen 0:08 5:24 0:11 1:00 6 6:24 0:11
30 Oc 10:57:27 Q 88352 Jan Dodge +61(3) 83928888 0:04 7:03 0:21 1:00 5 8:03 0:21)
30 Oc 10:57:32 Q 89653 Kyly Wen +61(2) 58612102 0:02 4:41 0:04 1:00 6 5:41 0:04
30 Oc 12:37:03 Q 89635 Dinah Meyers +61(3) 46615904 0:10 10:40 1:00 1:00 1 11:40 1:00
30 Oa 12:58:41 Q 89653 Kyly wen AnnHayel 0:02 1:19 0:04 1:00 4 2:19 0:04
30 Oc 13:19:57 Q 88350 Joan Stewart +61(3) 96522599 0:05 1:34 0:08 1:00 1 2:34 0:08
30 Oc 13:45:25 Q 89635 Dinah Meyers +61(2) 25727954 0:11 8:03 0:12 1:00 3 9:03 0:12]
30 Oc 14:06:10 Q 89653 Kyly Wen +61(3) 45728513 0:09 71z 0:12 1:00 2 §:12 0:12|
30 Oa 16:03:58 Q 89329 Michel Hall Ray Wrasa 0:10 0:32 0:12 1:30 E 2:02 0:12
30 Oc 16:05:02 Q 88352 Jan Dodge +61(3) 55782989 0:02 14:50 0:48 1:00 5 15:50 0:48]
10 0:06 6:08 1:01:18 0:19 1:03 6 100.00% 7:11 0:19
45 0:06 6:24 4:22:07 0:17 0:55 6 4 B8.89% 92.68% 7:19 0:17
Figure 2. Queue Performance Report — All Details
©2018 Enghouse Interactive Ltd Page 16 of 27
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Queue Performance Report

For Queue(s) Aged Care (3059), Complaint(3371), Home(3370), Support Overflow (3056), IVR Transfer (3370)
For the period (4/22/eee8 - 4/28 /el ), (0:00:00-23:59:59), Types '1, A, Q', Min Abnd 'Default’, Detail 'Summary’

Date Calls Ring Talk Total Talk Wait ACW Wrapup Prime  Abnd Abnd Target AHT ASA
Time Agents Rate
4/23/2018 3 0:36 3 100.00%
4/24/2018 4 0:31 4 100.00%
4/26/2018 2 0:44 2 100.00%
4/27/2018 6 0:37 6 100.00%
15 0:36 5 100.00%

4/23/2018 1 1:18 1 100.00%

4/22/2018 3 0:05 2:16 6:49 0:21 0:30 0:06 4 100.00% 2:52 0:07

4/23/2018 2 0:03 0:39 0:39 3:03 0:30 0:03 1 1 50.00% 100.00% 1:12 0:05
5 0:04 1:52 7:28 1:26 0:30 0:05 4 1 20.00% 100.00% 2:27 0:06

4/23/2018 41 0:05 3:05 1:59:58 0:15 0:08 2 2 4.88% 100.00% 3:13 0:13

4/24/2018 50 0:06 2:16  1:34:51 1:32 0:08 2 8 16.00% 100.00% 2:24 0:26

4/25/2018 1 2:10 1 100.00%

4/26/2018 57 0:05 2:47  2:27:30 0:20 0:09 2 4 7.02% 100.00% 2:56 0:18

4/27/2018 52 0:05 2:47 1:37:20 3:16 0:09 2 17  34.00% 100.00% 2:56 2:52
201 0:05 2:43 7:39:39 1:23 0:09 2 32 16.08% 100.00% 2:52 0:51

4/23/2018 1 0:17 0:50 0:50 0:26 0:30 0:04 4 100.00% 1:24 0:18
4/24/2018 3 0:10 2:51 8:34 0:24 0:30 0:05 3 100.00% 3:26 0:17
4/25/2018 2 0:10 1:42 3:24 0:36 0:30 0:07 4 100.00% 2:19 0:29
4/26/2018 7 0:11 2:16 11:19 0:24 0:30 0:06 5 2 28.57% 80.00% 2:51 0:15
4/28/2018 1 0:10 3:06 3:06 0:18 0:02 0:04 3:12 0:11
14 0:11 2:16 27:13 0:26 0:28 0:05 5 2 14.29% 83.33% 2:49 0:18

7961 0:05 3:18 426:18:2 0:28 0:22 0:05 23 226 2.84% 93.74% 3:45 0:19

Figure 3. Queue Performance Report — Summary. This example shows multiple days over multiple pages for a number of queues.

©2018 Enghouse Interactive Ltd Page 17 of 27
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For &gentd s 'Suppart Agents (3]
For Gueuel 51 'Support Quenes [355)"
Forthe period (22710 - 247100, (12:00: 00 am.-11:59 59 pom ), , Types ™ 1, 2.2, 4 5 6 7 8 9 & D, O Q) Min abnd "0 Min Cutgeing '0', Detail 'All Detail s
Date Amrival Type Queue Caller Ring Talk Wait ACW Wrapup Transfer Max Talk AHT
Time Destination

Joan Stewart(UTC+12:00) 28350
2310 1430550 Michel Hall 0: 05 o 21 mz1
2310 1515290 US Cust [NILS 53 0 05 1:00 1153
2310 110l O +1 (9491 3636408 22 0: 30 52
2310 lae 325 b Michel Hall 0: 05 0; 05 i 05
2310 1mz2ns3 0 Q223124 ;03 449 4149
2310 19304 O +1 (947 STEE724 2110 0 g 2114
23 10 i) 004 1:27 006 0:31 440 1:43
24410 102337 O Enist Caze +1 (945 3573130 0: 05 20 o: oy 1:00 2 z20
24410 110729 US Cust 0 s 1e:47 0 = 1:00 1747
24510 la0sz23 g Mew Caze John Grant 0: 05 1:30 0 25 1:00 2130
24410 14id41:28 0 Enist Caze +1 (9471 576153 0 s 1:31 o: oy 1:00 2131
24410 1hdTi23 0 Mew Case Tel Well o0& Ti39 mos 1:00 39
24510 15 3m 55 O Mew Caze Tourline o:av 2130 0 25 1:00 a0
24710 b 0 :06 B2 b 0:12 1:00 16 :47 Fi26

12 0:0% 357 0:12 0:30 16:47 4:34
Jan Dodge (UTC +12:00] 88352
2310 Sahiol o 5rant Mare 150 0::30 2120
2310 14731 O Belinda Tuck 0 45 045
Eata Bk Bul ERE I T T L [ - | full M L I O 1 P T i B fu T | E N T et 1id4. =

Figure 4. Agent Performance Report
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Agent Activity Report
For Agent{s) "Support Agents (3}
For the period (31 Oct - 31 Oct)

Date Start Finish Activity

Duration Queue

Extension

31 Oct 8:33:30 8:33:32 Login 0:02
31 Oct 8:33:44 11:35:04 Login 3:01:20
31 Oct 9:33:14 9:35:08 Direct 1:54 89672 160
31 Oct 10:19:06 10:20:27 Outbound 1:21 g9672 160
31 Oct 11:35:32 13:05:07 Login 1:29:35
31 Oct 11:35:44  12:28:30 Break (Lunch) 52:46
31 Oct 12:20:19 12:20:19 Unanswered 0:00 89672 160
31 Oct 12:41:47 12:44:33 Outbound 2:46 g9672 160
31 Oct 13:05:21 13:05:28 Lagin 0:07
31 Oct 13:05:36 13:06:23 Login 0:47
31 Oct 13:06:03  13:06:06 Queue 0:03 89099 89672 155
31 Oct 13:06:59  13:07:47 Login 0:43
31 Oct 13:07:05  13:07:21 Queue 0:15 89099 89672 155
31 Oct 15:13:04 16:04:54 Login 51:50
31 Oct 15:30:51  15:31:03 Outbound 0:12 89672 160
31 Oct 15:32:16  15:32:25 Outbound 0:09 839672 160
31 Oct 15:33:45  15:34:01 Outbound 0:16 89672 160
31 Oct 15:34:13  15:34:28 Outbound 0:15 39672 160

31 Oct 7:56:51 9:45:55 Login 1:49:04
31 Oct 8:44:44 B8:44:53 Dired 0:09 89636 148
31 Oct S:45:41 9:45:41 Recowvered 0:15 39093 89636 145
31 Oct 9:45:42 11:09:18 Login 1:22:36

Delay Class

Figure 5. Agent Activity Report

©2018 Enghouse Interactive Ltd
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For Queue| s} 'Operator [0), Sales (897320), Support [89523)'

For the peried [ 17/06- 7/0&), [0:00 O0-22:59:55), Report Interval 'a0', Detail 'Al Details
Date From To Attempt Option Action Destination Total
18/05 8:00:00 £:599:59 1 Leave message 83523
18/05 2:00:00 8:59:59 1 Leave message 25523
18/05 8:00:00 8:50:59 1 Leave message 89523 2
18/05 2
2205 8:00:00 8 53:59 1 Transfer 89523
22/05 8:00:00 8:50:59 1 Transfer 89523 1
22/05 1
23/05 17: 0C: 00 17:5% 59 2 MameSearch
23/05 17:00:00 17:59:59 2 NameSearch 1
23/05 1
706 £:00:00 & 59:59 3 Callbaclk
7/06 8:00:00 8:50:59 3 Callback 1
7/06 1
108 17: 0C: 00 17:5% 59 2 Transfer 83889
1/06 17:00:00 17:50:59 2 Transfer 89839 1
i1/06 1

Figure 6. Auto Attendant Option Report
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Running a Queuing Report

Users always find that running a Communications Center report is both simple and intuitive. In this
example Queue Performance Report parameters are shown:

@ Define the period the report will cover: use Absolute to specify the actual calendar date,
Relative for any day relative to ‘today’, and Custom to create your own date formula.

Include the Queues or Queue Groups to report on by checking the appropriate boxes

Choose the call types to be included in the report

©00

Choose the detail level required

Report: Queue Performance TDY (Today)
BCW (Beginning of current week)
Date BCM (Beqinning of current month)
(®) Absolute:  From start date to end date | b | | BCY (Beginning of current year)
o— ) Relative: D -yy (Subtract yy days)

) Custom: | | 7 o D + yy (Add yy days)

M -yy (Subtract yy months)

Time M + vy (Add yy maonths)
For each day:

From start time to end tme | 12:00:00 am. %] | 11:59:59 p.m. [ ]|

¥ -y (Subtract y years)

¥ +y (Add y years)

" [ J
[LjLL e~

ﬁ CGueues

(Queues: ) Queue Groups:
0 Mame ~ 1D MName
[] 83051 Operator @ (1184  Gueue Group
[] 83519 Console Operator
9 [] 89656 5D Cust Service ailyance!
85730 Sales Call types
[] 83731  Cust Service Exclude types: Include tpes:
[] 89732 Tech Support I-IVR A 0 - Queue
) N - Network - - Callback 9
P - Picked A - Abandoned
R - Recovered J
= T - Transfer —
v Y - Mailbox v
General ; e
p [ Include time periods in which no calls oceur
Tatals Only | el level: |T|:|ta|s Only b | Include hold time in the talk time
Summary l:l i ]
Totals Crily | ]S | [ Cancel ] [ Help
Monthly Brealkdown " .
[ QK ] [ Cancel I | Advanced | \ Help I

Figure 7. Configuration Parameters

©2018 Enghouse Interactive Ltd Page 21 of 27




www.enghouseinteractive.com

www.enghouseinteractive.co.uk “ E ngh ouse Interactive

www.enghouseinteractive.com.au

Multi-Channel Queue Reporting

This table shows which reports are available for each channel:

Report Name Phone Chat Web Callback Email

Queue Performance

Queue Traffic Analysis a a a a a
Cormparison’ a a a a 2
Queue Service Level a a r a a
Queue Multimedia a a a a a
Agent Performance a a a a a
Agent Activity a a a a a
Agent Availability a a a a a
Agent Snapshot a a a a a
Agent Summary a a a a a
Agent Multimedia a a a a a
X-Seconds a a r a a
Callback Analysis a r a r r
Call Type Analysis a r a r r
Call Tracking a a a a a
Wrap -up Code a a a a a
Queue Wrap -up a a a a a
Agent Wrap -up a a a a a
Departmental Inbound a r r r r
Depmrena a | o r SR
Held Calls a r r r

In-dial Calls a r r r

In-dial Performance a r r r
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Report Name Web Callback ‘ Fax ‘ Email
In-dial Traffic Analysis a r r r a
Auto Attendant Option a r r r r
ETA Performance a r r r r
Mode Change a
Queue Historical a

ueue Historical
Q a a a a a
Average
Agent Historical a a a a a
Agent Historical

g a a a a a
Average
Cfallba.ck Que ue a r a r r
Historical
C.aIIba_ck Agent a r a r r
Historical
In -dial Historical a r r r r
Agent Setup a a a r r
Queue Setup a a a
Graphs a a a
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Queue Report Graphs

Once a reportis run it can be transformed into graphical format that tell your story very plainly. A
variety of graph types are available depending on your requirements. The following
Communications Centerreports once run, offer associated views by graph.

g 2 £
c

E E| £ 23 F

£ = S > < ) %) T

x ~ | O A O = < <
Queue a|lalal|r |r |a|al|alal|a]|r |a]a
Performance

Traffi

QueweTraffic | o |'a |a |r [r |a |a |a |a |a |r |a |a
Analysis
QueL.Je r r r r r r r r r r a r r
Service Level
Agent
gen a |a|a|a|a|a|Tr ro|r |r r |r |a
Performance
Queue
L a a a r r a a a a a r r r
Historical
Queue
Historical a a a r r a a a a a r a a
Average
Agent 1 a9 la |a|alal|a/|r [*r |¢r | |r |r |r
Historical
Agent
Historical a a a a a a r r r r r r a
Average
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@ Enghouse Interactive

Graph Definitions

Calls & Abandon s

Wait Time

Ring Time
Talk Time

Call Duration

Abandoned Calls

Abandonment
Rate

Longest Wait
Call Distribution
Total Calls

Service Level

©2018 Enghouse Interactive Ltd

All answered and abandoned calls for selected queues.

From the time the interaction first enters the system to when the agent clicks
answer.

From when an interaction starts presenting to the agent to when it stops.
From when the agent answers, to when the interaction is terminated.

Accumulations of call wait time, ring time and talk time. Effectively, the period
of time from when an interaction enters the system to when it terminates.

Interactions where, at any point after entering the queue or being delivered to
an agent, the caller/initiator hangs up. You can filter out interactions
abandoned before a minimum specified time.

The percentage of the total incoming interactions in the queues that were
abandoned.

Longest period that an interaction went unanswered in this queue.
Proportion of total interactions (given any exclusions) to each queue.
Total interactions received for these queues/agents.

Service level achieved by selected queues for specified intervals. This is the
only graphical option available for the service level reports.
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Graph Examples

Call Digtribution
For the period (04/06) 08/06)
For Queue(s) "Operator(0), US Support(88522), Support(88523), 0800 Support(85600)

W (D) 30.81 %

W (29527) B.68 %
[ (89523 38.94 %
M (39600) 21.57 %

Figure 8. Queue Performance: Call Distribution graph

Average Call Duration
For the period (04/06 -08/06)
For Queue(s) 'Operator(0), US Support(89522), Support(89523), 0300 Support(89600)

W Queuss: Talk
O Ring Time
W Wit Time

Call Duration {miss)

=9 W e w e B &

= m W o5 o F

g gv 23 g o
9 = =]

Mo @ (=]

=] =B =2 a = F

= 2 5

- &

a

Queues

Figure 9. Queue Performance: Call Duration graph
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Fax Reports

Inbound Queue Fax Statistics on call volume and sender details when faxes have been

received by a queue.

Inbound Queue Fax Statistics on call volume and sender details when faxes have been

received by a queue.

Fax Destination List fax transmissions sent to selected fax numbers

Fax Report Examples

Figure 10. Fax Queuing Report

©0 0 o

©2018 Enghouse Interactive Ltd

For Queus(s) 'SUPPCRT FAX Q'
For the period (01/05-31/05), (0:00:00-23:59:59), Detail Al Detzils’
D ate Time Pages cL Caller Company
01/0s 12:06:42 1 +1 (949) 555 5600 Joe Davies Company LIS,
1
02/05 7:55:37 1 +1 (949 276 9920 Martha Shawe Mentar Co
1
06/05 14:30:42 e 1 +1 (943 277 5606 Jozeph Smythe LBC Company o
06/05 16:43:48 i +1 (949) 486 5600 Mary Stuart
1
07/05 10:11:24 1 +1 (949 477 2000 Barbara Davis Fax Mailer Co
1
14/05 15:05:59 1 +1 (949) 356 3626 Paula Moore
1
i7/05 15:05:35 i +1 (949 822 2660 Wichael Smith Any Company
1
i8/05 10:49:03 i +51 (2) 7220 7222 Joe Moor Moot Sydney
18/035 22157147 1 +1 (949 277 2606 Jozeph Smythe ABC Company

Name of the Queue that received the fax

CLI details of the contact sending the fax (if available)

Name of the contact (if CLI matches a Phonebook entry)

Company name of the contact (if CLI matches a Phonebook entry)
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Media Viewer

Use the Media Viewer? to review details of chat, email and fax interactions. You can review the
“conversations” that occur for specific channels, and feel secure that all communications can be

tracked.

The Media Viewer Preview window allows you to review a specific interaction and its associated
details, for example, a copy of the delivered fax. These can be saved to a disk or printed.

Us awizard to define the report parameters
Save reports to a file or print them
Filter views by date, contact, agent or channel

Detail lines show call information such as date/time received, receiving agent,
caller/sender, delivery queue, originator details

0000

¥V Media Viewer

o pog H HdES & Date:  [Al | Contact: | &l | Agent: | Al v
f ~all:
Date Agent Count Caller Queue Ci
= 115/05 24518 . Juohin Smith +1 (949) 555 45

+1 (949) 276 9920 Sales Fax [3553645)

= 15405 John Smith 4
= 15/06 John Smith 2 +1 (949 475 7300 Sales Fax [3553645) Pa
=4 15/06 249:05 p.m. John Smith 2 +1 (949 356 5500 Sales Fax [3553645) ha

o :

Figure 11. Media Viewer: Fax example

(1) Select a specific interaction to view more information

(2] The preview pane shows the details of the interaction. In this example, the
agent’ s reply to the cuslowomer’ s emai |l [

2 The Media Viewer is built into the Contact Center (CC) Connector module.
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Preview ]

Caller:

Date Agent Subject Queue Comments

FPaula Moore Mew Request Sales Email (SALES@ACOM.COM)
n. Paula Moore RE: New Fequest [#1263E]

[=11/05 83928 am Paula Mocre Fw: New Request [#1 263E] o
< ] | 2
100% S 50000

Sender:no information Date: 11/05 8:32:48 a.m.

From: "shrowime@abccormparny. com”

A

Hello Stephanie

Thank you for expressing interest in subscribing to Acom Customer News, receiving a CD-Rom Product Demonstration and attending future Acom ]
Web demonstrations B

| have forwarded your request on to the Account Manager in your region who will contact you to arrange this. e

Kind regards

Paula Moore

Acom Product Management Team

Figure 12. Media Viewer Preview window: Email example

Media Viewer users have a personal login (set in the Administrator application) to maintain security
and also to control their level of access. They can filter search results based on:

e Absolute start and end dates

Specific start and end times of each day within the date range selected

Customers to be included in the report

Agents to be reported on

Channel to report on (Email, Chat, Fax)
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System Reports

System Reports* document your site’s configuration. Administrators can analyze this data to fine-

tune the system.

Agent Setup

Voice Port Exception

Voice Port Usage

Audit Trail

Auto Attendant Setup

Call Tracking

System Agent Login
Class Setup

Customer Query Setup
Delivery Pattern Setup
Group Setup

Line Setup

System Break /
Worktime Reasons

Phonebook Setup

Progress Setup

Query Database Setup
Queue Setup

Site N otes

Wrap -up Setup

View your current Agent configuration.

View all calls that experienced a delay in their announcement. This report is
generated from call data, not on system data saved in Administrator.

Get a breakdown of how your voice ports are utilized. Review all
announcements or greetings that were played over a given period, and the
types of calls and actions to which they related.

Track changes to system configuration, identifying who has made what
change and when.

View your current Auto Attendant configuration.

View the history of each external call for selected Queues and Agents over a
defined period, including consult and transfers.

See how your Agent Login Classes are set up: Agents assigned to each class
and configuration parameters (e.g. Auto Logout action for the class).

Examine your current Customer Query configuration and entries.
View your current delivery pattern configuration.
View your current Report Group configuration.

Understand how all your current end-points are configured in Communications
Center, for example telephone, fax, email and chat queues, handled within
the CC system (Not relevant when deploying CC on Skype for Business)

View a list of Break and Worktime Reasons configured across the system.

View your current contact database configuration and entries.

View your current configuration for the queue announcements that callers
receive at each progress level while waiting in queue.

Understand how interactions are recognized and validated in the system.
Get a handle on your current Queue configuration.

View all the information text associated with announcements, queues,
patterns, and classes during configuration.

View your current Wrap-up configuration.

4 System Reports are built into CC’s Contact Center Connector module.
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Custom Reporting (Add-on Module)

In addition to Enghouse Interactive's standard reporting application, which is provided as part of the
Contact Center Connector, and contains a comprehensive range of pre-built reports, customers may
look at purchasing the Custom Reporting module. As the name suggests, this module allows reports
specialists to develop their own reports. This could be for purposes of incorporating data from, or
into, other parts of the business, or it could be in order to follow established, possibly unique
reporting models for your business.

The Custom Reporting tool writes the Enghouse Interactive Communication Center reporting data
to a database, such as Microsoft SQL Server, MySQL, Oracle etc.

Users of the Customer Reporting tool can utilize their own (third party) report writers such as
Microsoft SSRS (SQL Server Reporting Services), Cognos or Brio to create their own reports, drawing
on the data provided to provide the slicing and dicing needed for their own business intelligence
needs.

Summary

Regardless of whether communications are by phone, email, fax, web chat, SMS, or web callback,
Enghouse Interactive Communications Center allows you to report on all channels from within one
user-friendly application, using a range of pre-developed reports that cover all the fundamentals of
any contact center.

Reports that are accurate, meaningful and easy to access are an important decision-making tool for
managers and system administrators. With an extensive list of reports and graphs to choose from,
and the option to create customized reports using the Custom Reporting module®, Enghouse
Interactive reporting offers a comprehensive set of metrics to ensure smooth running of the contact
center, as well as provide valuable intelligence to the business.

5 Custom Reporting module is an add-onitional license
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Feature / Function Matrix

Graphical User
Interface (GUI)

Administrators will be able to quickly run a wizard to view a report. They also
have access to a simple help menu.

Detailed
Queuing Reports

Shows detailed statistics on queue activity and performance including peak
periods, service levels, wrap ups, call tracking, etc.

Detailed Agent
Reports

Shows detailed statistics on agent activity and performance.

Historical
Reports

Provides historical summarized data for queue and agent historical statistics:

e Queue Historical report provides a 15-minute interval summary.
e Agent Historical report provides a daily summary.

System Reports

Basic configuration outlines of your system.

Personal Reports

Allows each manager to create and customize their own favorite reports.

Export

Managers can export the data and sort in a different format or combine with
data from other resource.

Scheduling

Certain reports can be emailed or printed based on time/day.

Configuration

» Total flexibility to configure and run reports based on operating parameters and
time period required.

e Access to both detailed and historical reporting data for additional reporting
options and long-term trend analysis.

o Full multi-channel reporting capabilities, on a per-queue and per agent basis.

e Report Wizards to simplify the report generation process with On-Line Help
information on what each report covers.

e Details of every call into the contact center can be reported on

e Reports can be pre-defined and scheduled to deliver to your inbox (or your
executive team, or team leaders) - or print automatically.

e Access to all reports and user records is controlled by security settings; some
users may benefit from running Presence/Productivity reports and can be
restricted to viewing their own data only

Report
Parameters

e Channel type(s) - phone, email, fax, web chat, web Callback
e Start and end date, and specific time the report should cover
e Queue (s) to include

e Queue group(s) to include

©2018 Enghouse Interactive Ltd
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e Call types - (e.g., Inbound queue, Outbound®, Abandoned?).
e Agent(s) to include

e Agent group(s) to include

Empty Records By default, only records that exist will be printed. However you can optionally
show zeros against a period when there are no calls to report on.

Fax Reports 8 e Summary and detailed information on Fax delivery

o Caller ID and the details of the contact (if available) are reported

e Details for faxes received by queues

e Queuing reports include reply information from Inbound queue faxes
e Report Wizards and On-Line Help

e Details of how many pages were received and when

e Users can choose between summary information and optional full details of fax
activity

e Names are provided in addition to fax number information when a match is found
in the Communications Center Phonebook database

e Wizards and Help simplify the report generation process and provide information
on what each report covers

e The ability to go back and review the “conversations” that occur for specific call
media.

Media Viewer

e In the case of Fax, both the initial fax image as well as any fax-back images are be
captured and presented as the “conversation”

e Email Queuing stores the communications from the customer and the agent.

¢ In the case of Phone and Web Chat, the conversation is stored as one record for
each call, as the conversation is more dynamic.

e The Media Viewer Calls window lists the calls (based on search criteria), providing
an overview of the call details: the agent who received the call, Caller ID if received
and queue name/number that the call was delivered from.

e The Media Viewer Preview window allows you to review a specific call and its
associated details

o Emails archived to the data server, or internal database, can be viewed by the
Media Viewer, accessible via the standard Reports application.

6 Managers can select a minimum outgoing duration — so that all outgoing calls shorter than the time specified are
excluded.

7 Managers can also select a minimum abandoned time so that calls that hang up before the time specified are not
included in the report as ‘Abandoned calls’

8 Fax Reports are built in to the Fax Queuing module
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Under each record, any subsequent “conversation” records are shown.

Conversations can be saved or printed from the File Menu or toolbar

Filter controls to limit the conversations shown

Reports are generated based on the Administrator data allowing you to track

System Reports )
changes made to the system configuration

Announce reports provide information on announcement port traffic and what
types of calls and how the ports are being utilized

Most system reports do not require parameters to be entered

Other Types of Communications Center Reporting Available from Enghouse

Wall Displays Real-time agent and queue status information with support for multiple wall
display units.

TouchPoint Call and queue information can be screen-popped to agents as calls are

Agent Screen - delivered to them. Providing agents with call details prepares them for the call

pop and allows them to provide a higher level of service.

Real-time The Contact Center Connector provides the data from its databases to fuel the

Statistics in real-time statistics viewed in the TouchPoint Agent Application.

TouchPaint

Snapshot Display flexible, customizable real-time views of queue and agent data on large

Application screens with Communications Center’s browser-based Snapshot® application.

Managers or supervisors can also run Snapshoton tablets .

Talk to your account manager to find out more about any of the above, or to get any of the
following resources:

Additional References and Resources

o Omni-channel Solution Paper: htto://www.enghouseinteractive.com/solutions/omni-channel-communications/

e Communications Center CC Connector Module Paper

e Custom Reporting and Standard Reports Technical Whitepaper

9 Snapshot is available as part of the add-on license for Communications Center’s Real-time Statistics module
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