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/ QueueMetrics Reports and Wallboard Manual

The purpose of this document is to provide instruction on the reports and wallboard functions of QueueMetrics contact

center management software (developed by Loway) for eSIP.

Chapter 1. Running a report

Quick activity reports

Agent report

Custom reports

Call search criteria

Persistent user properties

Preferences

Saving queries

Understanding results: Common header

Exporting data from reports

Understanding results: Answered calls

Agents on queue

Service level agreement

Disconnection causes

Transfers

Answered calls by queue

Answered calls by direction

Answered calls, by stints

Queue position

IVR selection

DNIS used

Detail of answered calls

Understanding results: Unanswered calls

Disconnection causes

Unanswered calls, by queue

Unanswered calls - distribution by length

Inclusive Service Level Agreement

Unanswered calls by key press

Unanswered calls, by stints

All calls, by stints

Enter queue positions

Enter queue positions for all calls

IVR selection

IVR selection for all calls

DNIS used

DNIS used, for all calls

Details of unanswered calls

Page 1 of 133

0455-0227 Rev A

1
1

10
11

OO wWwo 00 N N

11

12
13
13
14
14
14
14
14
14
14
15
15

15
16
17
17
17
17
17
17
17
17
17
17
18
18
18



Understanding results: Area code report

18

Understanding results: Inbound ACD call attempts
ACD attempts by terminal

18

ACD attempts by queue

Understanding results: Call distribution

19
20

20

Call distribution per day

Call distribution per hour

Call distribution per day of week

Understanding results: Agent activity

20
21
21

22

Agent availability

Session and pause duration

Answered calls for selected queues

Answered calls by service groups

Session details

Pause activity details

Agent history popup

Understanding results: Call outcomes

23
23
24
24
24
24
25

25

How are Call Outcomes calculated?

Multi-stint calls

26
26

Limitations and side-effects

Multi-stint calls in QueueMetrics

Exporting call sets from QueueMetrics

27
27

28

Exporting calls - an overview

Exporting calls in practice

Output format

Available implementors

MP3 conversions on the fly

Chapter 2. Showing call details

Detail of answered calls

Listening to answered calls

The HTML5 Audio Player and Markers

Detail of unanswered calls

Detail of IVR calls

Chapter 3. Report Details

Historical reports - Answered calls

OKO1 - All calls

OKO02 - Calls fully within the given time interval

OKO3 - Agents on queue

OKO04 - Service level agreement

OKO5 - Disconnection causes

OKO6 - Transfers

OKO7 - Answered calls, by queue

OKO08 - Answered calls, by direction

OKO09 - Answered calls, by stints

OK10 - Queue position

Page 2 of 133

0455-0227 Rev A

28
29
30
31
32

34
34

35
36

37
38
39

39
39
40
40
40
42
42
43
44
44
45



OK11 - IVR selection

OK12 - DNIS used

0OK13 - Music On Hold by Agent

OK14 - Report Header

Historical reports - Details of answered calls
ODO01 - Queue details

0DO02 - Add to export job

0ODO03 - Queue details (paged)

0ODO04 - IVR details (paged)

ODO5 - IVR details (full list)

0ODO06 - Executive Summary

Historical reports - Unanswered calls

UNO1 - All calls

UNO2 - Calls fully within the given time interval
UNO3 - Disconnection causes

UNO4 - Unanswered calls, by queue

UNO6 - Unanswered calls - distribution by length
UNO7 - Inclusive SLA (computed on both answered and unanswered calls)

UNO8 - Unanswered calls by key press

UNOQ9 - Unanswered calls, by stints

UN10 - All calls, by stints

UN11 - Enter queue position

UN12 - Enter queue position for all calls

UN13 - IVR selection

UN14 - IVR selection, for all calls

UN15 - DNIS used

UN16 - DNIS used, for all calls

UN17 - Call Overview

UN18 - Inclusive Answered SLA

UN20 - Required Skills for All Calls

Historical reports - Details of unanswered calls

UDO1 - Detail of unanswered calls

UDO2 - Lost calls (paged)

Historical reports - Area code analysis

ACO1 - Area code report

ACO2 - Detail for answered calls

ACO3 - Detail for unanswered calls

ACO04 - Frequent Area Codes

Historical reports - Distributions

ATO1 - Inbound ACD call attempts

ATO02 - ACD attempts by queue

ATO3 - ACD attempts by terminal

Historical reports - Call distribution by day

DDO01 - Answered call distribution per day

DDO02 - Answered call wait time per day

DDO03 - Unanswered call wait time per day

DDO04 - Sales per day

DDO5 - Schedule Adherence per day

DDO7 - Inclusive SLA per day

Page 3 of 133

0455-0227 Rev A

45
46
46
46

47
47
48
48
49
49
50

51
51
51
52
52
53
54
55
55
55
56
56
57
57
58
58
58
59
60

61
61
61

62
62
62
63
63

64
64
65
65

66
66
66
67
67
67
68



Historical reports - Call distribution by hour

Historical reports - Call distribution by day of week

Historical reports - Agents and Sessions

Historical reports - Details of agent sessions and pauses

Historical reports - Call outcomes

DDO08 - Traffic Analysis by period - per day

DDQ9 - Skill sets per day

DD10 - Detail Summary

DHO1 - Answered call distribution per hour

DHO2 - Answered call wait time per hour

DHO3 - Unanswered call wait time per hour

DHO4 - Sales per hour

DHOS5 - Schedule Adherence per hour

DHO6 - Queue length per hour

DHO8 - Traffic Analysis by period - per hour

DHO09 - Skill sets per hour

DH10 - Detail Summary

DWO01 - Answered call distribution per day of week

DWO02 - Answered call wait time per day of week

DWO03 - Unanswered call wait time per day of week

DWO04 - Sales per day of week

DWOS5 - Schedule Adherence per day of week

DWO6 - Queue length per day of week

DWO7 - Inclusive SLA per day of week

DWOS - Traffic Analysis by period - per day of week

DWAQ9 - Skill sets per day of week

DW10 - Detail Summary by Day of the week

AGO1 - Agent session detail

AGO3 - Agent availability (for all the queues they are member of)
AGO4 - Answered calls (for selected queues)

AGO5 - Answered calls by custom group

AGO6 - Answered calls by location

AGO7 - Answered calls by service group

AGOS8 - Agent Performance by ACD Group

AGO9 - Agent Occupancy Report

AG10 - Agent Session Time by Hour

AG11 - Agent Payable Time by Hour

AG12 - Agent Billable Time by Hour

AG13 - Agent Session View

AG14 - Queue Session View

AG15 - Agents by Hour

AG16 - Tag Session View

AG17 - Cumulated sessions by Queue, Tag

AG18 - Programmable Agent Performance

AG19 - Detailed Pause Tracking

AG20 - Agent Talk Time Per Hour

ADO1 - Detail of agent sessions

ADO2 - Detail of agent pauses

Popup of agent activity

0uUO01 - Outcomes

Page 4 of 133

0455-0227 Rev A

68
69
71

71
71
72
72
73
73
74
75
76
77

78
78
78
78
79
79
80
80
80
81
81

82
82
83
84
84
85
85
86
86
87
88
88
89
89
90
91
92
93
93
94

94
94
95
95

96
96



0UO02 - Call results, by outcomes 96
0UO03 - Billable activities 97
0OUO04 - Non billable activities 97
OUO0S5 - Detailed agent report 97
0OUO06 - Outcomes per agent 98
0UO07 - Call results, by tag 98
0UO08 - Call results, by feature code 99
Historical reports - IVR tracking 100
IVO1 - IVR Traversals 100
IVO2 - IVR Timing 100
IVO3 - IVR Goals 101
Historical reports - First Call Resolution (FCRs) 101
Repeated callers and clusters 101
FC01/2/3 - Break-down of recalls 102
FC04/5/6 - Recall details 103
FC07/8/9 - Cluster details 104
FC10 - Retry Rate and Lost Caller Behaviour 105
FC11 - Most Frequent Called-Calling Number 105
Externally generated reports 106
XS01 - Plain HTML 106
XS02 - XML-RPC data source 106
XS03 - JSON data source 107
User-Programmable Reports 107
Variables bound for Agent blocks 108
JSON and XML-RPC access 109
Chapter 3. The real-time status panel 110
Top status panel 111
Calls being processed 112
Agents currently logged in 113
Aggregated by queue view 115
Aggregated by tag view 115
Agent and outcome view 116
Using Locations 116
Unattended call and VNC monitoring 117
Real-time performance considerations 118
The real-time live page 118
The top panel 118
Calls being processed 119
Agents currently logged in 119
Server status 119
Chapter 4.The Wallboard 120

Page 5 of 133 0455-0227 Rev A



Understanding wallboards

Saved Wallboards

Settings

Editing Widgets

Alarms

Running in kiosk mode

Component Details

Circular Panels

PCO1 - Waiting Calls

PC02 - Lost Calls

PCO3 - Answered Calls

PCO4 - Offered Calls

PCO5 - Longest Wait

PCO6 - Agents On Call

PCO7 - Lost Calls %

PC08 - Answered Calls %

PC09 - Agents Ready

PC10 - SLA Level %

Tables

TCO1 - Live Agents

TCO2 - Live Calls

TCO3 - Live Queues

Items

ITO1 - N. of Calls Offered

ITO2 - Longest Wait

ITO3 - N. of Calls Lost

ITO4 - N. of Calls Answered

Composite Items

MI02 - Live Agent Info

MI03 - Live Queue Info

MI04 - Average Queue Info
Charts

BCO1 - Bar Graph SLA

Other

CLO1 - Clock

TXO01 - Text

Page 6 of 133

0455-0227 Rev A

120
120
121
121
121
121
122

122
122
122
123
123
124
124
125
125
126
126

127
127
127
128

129
129
129
130
130

131
131
131
132

132
132

133
133
133



Chapter 1. Running areport

To successfully run a report, your system administrator must have configured the correct queues in use on your system.
You will find them in the drop-down menu on top of the page. See the section called “Configuring queues” [211] for details
on how to do it.

Quick activity reports

The quickest way to obtain an analysis is by selecting the queue and the report you want to analyze and then click on the
appropriate time frame below the "Quick activity reports" title on the home page.

The defined time frames are the following:

e Today, Yesterday, The day before yesterday The day in question, starting from midnight to midnight
e Last day, Last 7 days, Last 30 days, Last 90 days The exact time period, starting from the current hour backwards.

QueueMetrics implements an extended dropdown that allows easy access to queues and reports. Extended options could
be reached clicking on the magnifier glass located on the right side of the dropdown.

The system will then show the "Answered calls" page, like here below.

Demo Admin | Administrator SE

/6:5‘3/ QueueMetrics

call center monitor

Home Answered Unans.  Area  Att.  Distrib.  Agents Outcomes  All

Report Details:

Atomic queue(s) considerad 00 All
Period stan date: June 22 2007 ,0.00
Period end date; June 22 2007, 23:59
Total calls processed: 1,702
T50% ans / 250% unans
Answered calls
Calls fully within the given time
All calls: interval:
N. calls answered by operators: 1277 N. calls answered by operators: 1,276
Averags cal lengthc 600s. Average call length 600s.
et ¢l bangeh: 0:20 M call ergeh: 0:20
B call kngth: 30 Mx call langth: 30
Totsl ol lenggth: 213IH Total call length: 3H
Average cal waling time: 133s. Average call walting time: 133s=.
M wating time! 010 i witing time ! oo
Max waktien tima: 0:20 Max wating time: 0:20
Total waiting time: 4TH Total walting time: 4TH

Agents on queue

Agent N. Calis

John Do= (101) 213 16.7%
Mixe Boo (102) 425 333%

wag 213 16,7% "
agerti 04 475 134%

P Exportas... %) | * ©

On top of the page, you can see a multi-tab menu; by clicking on it you can select which part of the report you are going to
see. To go back to the home page, click on the "Home" tab. You can also see all the analyses at once by clicking on the
"All" label (this is mostly useful when printing the results to paper).
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Agent report
If the user has the appropriate grants, s/he can restrict the analysis to a single agent. This way one can see exactly what

one agent did.

To use this feature, select the agent you want to filter by and click on the desired time period in the "Agent report" section
of the Home Page.

If you are running an agent-restricted report, you should know that:

For inbound traffic, no calls are shown in the "Lost calls" page. This is because an inbound call that has been lost has
never been connected to any agent, so there is no way to attribute them to one single agent.

All outbound calls placed by the agent (answered or not) are shown

Agent statistics are shown only for the given agent

As always, activity is restricted by queue - no activity but the one happening on selected queues is shown.

Custom reports
Custom reports are available by clicking on "Run custom report" from the Home Page. A new menu will appear, asking for
custom report parameters:

Custom report analysis

Run custom report

Start realtime monitoring

Report Details: Call filtering criteria

SLA: max period

Run custom repoert

Caller-

Join multi-stint calls:

Non.contiguous time:

Start realtime monitoring

No
SUN MON TUE WED THU FRI SAT
ooooooo

Berween and

Berween and

Queue: 00 All N Agent: - b
Report All Reports bl hnd Location: v
Time period - < Agent Group: - :
Call st date: 20150803 .8 [v]sv]  oucome >
Call end date 2015-09-10 Jil|afv]  califestres - =E
File: sq/:P01 Call tags: v

Preferences Skill Threshold

Skill ser:

Hourly slot {minutes) | 30 v |V |4 /e
SLA initial period [i] Variables:
SLA initial interval i} Asterisk call-id:

SLA interval 10 Wait duration: Benween and s.
Call duration: Between and S.
Disconnection cause: o
Enter position: Berween and
Number of attempts:  Between and
DNIS:
IVR choice:
Server - l.
Time zone offset Mo offset v

| £

(hhirmm)
(hh:mim)|

The meaning is as follows:
¢ Queue is the queue or composite queue you want to analyze;
¢ Call filtering criteria can be specified by clicking on the title to open it (see below);

Page 8 of 133

0455-0227 Rev A



Start and end date let you select the period you want to analyze, with five-minute resolution or, optionally

Time period a fixed time period in the past you want to analyze.

File is the queue_log file you want to analyze. You may want to change it to run reports on a different Asterisk server
or on an older archived version of your queue_log. If you run QM on the same machine as Asterisk, the file name
should be already correct. Make sure the file is readable to your servlet container. If you use MySQL storage or
clusters, the file will look something like "sqgl:P001" or "cluster:*"

Time zone offset is to be set if the Asterisk server that created the queue_log file was in a different time zone from the
one you are using.

Join multi-stint calls lets you join together the pieces of the same call if it has been processed by more than one
Asterisk queue (see the section called “Multi-stint calls” [49] ).

By clicking on the "Run custom report" button, you can run the analysis, which output is the same as the "Quick activity
report” and will be explained below.

Call search criteria
A number of criteria can be specified to better zoom in on a given set of calls.

Agent is a specific agent code

Location is a given location

Supervision lets you search only for agents that have the current user as their supervisor

Outcome lets you select a call outcome

Call features lets you select a call feature code

Call tags lets you filter by call tag

Variables lets you filter by a generic variable associated to a call

Asterisk call-id search by substring on the Asterisk’s UniquelD of the call

Caller search by substring on the Caller-1D

Wait duration lets you specify the call waiting duration

Call duration lets you specify a minimum and maximum for the call duration

Disconnection cause lets you pick a disconnenction reason for the call

Enter position lets you enter a minimum and maximum enter position (note: this is not tracked for every call)
Number of attempts lets you select a given number of attempts

DNIS lets you select calls that have a specific DNIS (if tracked)

IVR choice lets you select calls that have a specific IVR choice (if tracked)

Server for clustered systems, lets you select only calls that were processed on a given server
Non-contiguous reports let you choose the day(s) of the week and the time periods that you want to include in the
reports.

Note that:

Criteria involving a full-text search (e.g. Caller) can optionally support full Regular Expressions; if they start by "" they
will be processed as Regular Expressions. E.g. entering "M\d+$" means "find all fields which value is made up only of
numeric characters, having at least one character".

Criteria involving a time-range require you to enter both time values as HH:MM:SS or HH:MM. Invalid values cause
the time-range to be ignored.

Criteria involving an integer range can optionally be left blank; leaving the miminum value blank is the same as
entering "0", while leaving the maximum value blank equals to "any number".

Invalid criteria are discared and are not used as rectriction. The list of applied criteria is shown on the "Common
header" that is available on every page.

If multiple criteria are input at the same time, they are AND-ed together - that is only calls that suit all given criteria will
be shown.

Running criteria with multi-stint calls may or may not lead to the results you are expecting. See the section called
“Multi-stint calls” [49] for more information on this issue.
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Search criteria are ignored for real-time reports.

When a report is run with criteria set, all statistics are computed "as if" those were the only calls available; so e.g. agent
sessions may yeld different results from what you would get with no criteria.

Persistent user properties
Per-user persistence settings allow user search configuration to be stored and kept even after log off and can be changed
and re-stored at any stage.

/ . Demo Admin| Administator 1 =26 % @ & &
3@ QueueMetrics
call center monitor

Custom report analysis

Report ils:

Call filtering eriteria
[ 5 Preferences -]

S—— 0]

Hourly stol (minutes] |15

SLA interal 10

Run custom repo |

Startroolima mondoring 1

ListCalls |

Custom Reports maintain the latest query parameters entered, even when a user logs off and logs back in, in order to
facilitate the work-flow of a user requiring the same reports on a daily basis. The Refresh button allows to clear the input
query parameters at any stage.

Preferences

The value set in default.hourly_slot acts as a default for a drop down box that is available within the Preferences of the
Custom Reports page. User that edit this value basically override the default

and can change it to a set of predefined durations: 1, 2, 3, 5, 10, 15, 20, 30, 60, 90, 120, 240 and 480 minutes. Once this
value is edited, it stays the same until the user logs off or changes it again. This option adds persistence (per user) to the
options set in Custom Reports. This makes the user-accessible customisation options of QM persistent.

Saving queries

Users holding SQUERY_ADD security keys are allowed to save queries for later usage. If holding also
SQUERY_FORALL, saved queries will be visible for all users if required, otherwise query visibility is restricted to that
specific user. Queries can be saved from the custom report page, where a bottom line is shown, as reported below.

TR FETTOw

Hetween

Save this query: For all users: (] Visibility Key: Type | Report "| Save | Reset Between
i e 7|
= —_— -/ Real-time
H i r||.s ) Report

Saved queries are listed on the home page, grouped between historical reports and realtime reports.

Last aay | Last 7 aays
Last 30 days | Last 90 days

Custom report
Run custom report

Saved report queries
A300 QuickAgents

Saved real-time queries
00AII_SK1T | A400 SK2 | A400 5K3_33 |
All Queues SK3_33
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Users can run the saved queries by clicking on it. If holding the SQUERY_ADD security keys, users can edit already
saved queries through the pencil icon shown when flying over the query link, as reported below:

Saved real-time queries
00AII_SK1 | A400 SK2 | A400 SK3_33 |

All Queuesf@@

Users can delete their own keys by clicking on the proper key shown when flying over the query link:

Saved real-time queries
00AII_SK1 | A400 SK2 | A400 SK3_33 |

All Queues ¢ 7 %

A popup will be shown asking for confirmation

pctivity rero-er
| Delete report link? »

i B Are you sure you want to delete
saved link A400 SK27

 report

No Yes

feal-time queries

Understanding results: Common header
On the top of each report, a box will be shown showing:
e Which queue or queues were considered for the analysis
The time period the analysis refers to
Whether the report is about the whole of the queue or is filtered by some criteria
The total number of calls processed for this analysis, divided into answered and unanswered ones.
If running in multi-stint mode, the total number of calls that were joined together There is also a box showing a
number of analyses you can export in CSV format.

When running in report mode, QM distinguishes between calls or agent sessions that are complete and calls or agent
sessions that are "ongoing" at the moment the report was taken.

Ongoing calls or sessions are usually marked in red and counted separately, as data for them is not definitive and will
appear differently if you run further reports.

You should also note that a call that has not been answered yet will be counted as "Ongoing unanswered”, though it may
well be answered in the nearest future by one of your agents.

In any case, if you need to see calls in progress or whether an agent is logged in, you should rely on the Real-time panels
and not on the reports.

TIP: The number of decimals is usually set to 1 but can be changed to 2 via the property:
default.decimalDigits=1

Exporting data from reports

It is possible to export data in Microsoft Excel, Comma-Separated Values (CSV) or XML right from most QueueMetrics
panels.
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By clicking on the Excel, CSV or XML icons below each report, it is possible to save exactly the same report as seen on
screen and then edit it using your favourite number-crunching software.

You must be logged in to download the reports, as you see them on screen.

Users holding the key USR_REPORTS_EXPORT could export the whole analysis to a PDF or XLS files by mean of the
two buttons located on the report header, as shown below:

/ Deme Ademin | Agmisisiar < =51 S @ O3 J_;J
iﬂ\y ueueMetric
i call center menitar

Home | Asswersd @ AnsDt  Unans,  UnassOl  Aea Al Day  Hr,  DOW

All Reports » Answered calls

00 A
December 04 2012, 1195

eport Dotails:
T 3 *
e
i of dale. March 04 2013, 1195
Total clts peocessed 25 e
L Ty B
Multi-stinl calls gined togalher 8 P

All calls

All calls:
M ralis pnewscd b acarsiors 13

If you are looking for an automatic way to export a full analysis to one file, you should probably have a look at the section
called “Automating statistics download: the ROBOT profile” [203].

Understanding results: Answered calls
e The answered calls section deals with calls that were correctly handled by agents. The top panel shows:
How many calls were handled;
The average call length (i.e. time the caller spends talking to an operator);
The maximum and minimum call lengths recorded for the given time period;
The total call length (for all calls on all operators);
The average call waiting time (i.e. the time a caller was waiting on a queue before being connected to an
operator).
The minimum and maximum call waiting times on record
The total waiting time for all handled calls.
The average initial position of the call in the queue
The minimum and maximum initial queue positions that have been detected

The queue position coverage: as this information is not tracked for all calls, this ratio shows the average number of calls
that had queue position record.
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“+ Loway QueueMetrics version 1.2.0-b1 - Opera
Fie Edt ‘Wew Bockmarks Feeds Mal Chat Tooks Help

_J_"( News page " Medry -
S w5 5 om pilf10,10,3.5:6080)quevemetrics-1.2 v (G : > Bowoeny f B -
2
Answered calls
N. calls answered by operators: 2,088  N.callsanswered by operators: 2,088
Average call length: 60.08. Average call length: 60.03.
Min cal lengthc 20s. Min call length: 0s.
Max call lengthc 1908 Max call length 1508,
Total call length 125280 s Total call length: 125280 s
Average call waiting time: 13.35. Average call waiting time: 13.35.
Min vaking time: 10s Mn walting time: 10s.
M wraling time: 5. Max wiading lime: 0s.
Totsl wakig tane: 27540s.  Totsl waling tme: 270,

Agents on queue

Agent N. Calls
Agerdnol 38 16,75, Sw——
Agentnoz 656 33.3%
AgertNa3 us 16.7% I——
Agertnnd 655 333%
Service level agreement
Answer N, Calls Delta
VAithin 10 seconds: 1392 55.7% V———
Within 20 seconds; 2088 - GG 100.0%
Within 30 seconds: 2088 @ 100.0%
Within 40 seconds; 2088 @ 1000%
Within 50 seconds: 2088 a 100.0%
Withan 60 saconds: 2068 ] 10010%
Within 70 seconds: 2088 @ 100.0%
Within 80 seconds: 2088 [ 100 0%
Within 30 seconds: 2088 [ 100.0%
Within 100 seconds: 2088 ] 1000%
Within 110 seconds: 2088 a 1000%
Within 120 seconds: 2088 [ 100.0%
Disconnection causes
Cause N. Calls
Agert disconnected 6% 333% ——
Caler daconnacted 1332 66.7%

You can see that the information above is reported twice: on the left for all calls, including incomplete ones, and on the
right for complete calls only, i.e. excluding calls that were started before or terminated after the given time frame.

Agents on queue
This report shows which agents have been available for the given queue, how many calls each one handled and the
percentage of all calls that each one handled.

If calls are connected directly to a phone terminal, QM tries its best to show the corresponding terminal, usually in the
format used by Asterisk, like "SIP/303" to signify a SIP phone whose number is 303.

If you connect to H.323 telephones via the OH323 module, the recorded channel names have no meaning and do not
refer to a specific terminal; that’'s why all OH323 calls are grouped together under the label "OH323/-".

Service level agreement

This report shows the distribution of call waiting times. It shows how many calls were answered within a given time frame,
usually 120 seconds in 10 second increments (the time frame and increment can be modified by the administrator, if
needed - see the section called “Configuring system preferences” [257] ).

It is also possible to have two time frames in order to have a higher granularity for shorter time periods -
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e.g. having SLA computed in intervals of 5 seconds up to 20 seconds, and in intervals of 10 seconds up to 120 seconds.

You get a percentage of how many calls were answered within X seconds; the percentage includes calls answered in a
shorter time frame and therefore grows with time.

The "delta" value you see is the absolute increment, expressed in number of calls, between each time frame.

This metric is computed only on answered calls, i.e. ignoring lost calls . If your SLA is defined in terms of taken and lost
calls, see the corresponding metrics "Inclusive SLA" on the section called “Inclusive Service Level Agreement” [36].

Disconnection causes
This report shows the reason why calls were terminated; this means that:

e The agent hung up, or
e The caller hung up, or
e The call was transferred outside the queue and the agent was freed again, or
e The call was ongoing at the time the report was run.
Transfers

This graph shows how many calls were transferred to each extension in the given time frame. This lets you know who is
handling exception calls.

When a call is transferred outside the queue system, its length is no more recorded by the queue subsystem; therefore
you only get to see the length of the call while the agent was on line.

Answered calls by queue
If more than one queue is in use for the report, this graph shows the relative magnitude of each queue.

Answered calls, by queue

Queus H. Calls
e w0
a e P
M Exportas... &) 1 @
Answered calls, by direction

Direction H. Calls.
o

Answered calls, by stints
Humber of stints N Calls
' 1207 1000%
PExportas... ) 0 6

Report details answered calls

Totairows processeat 1287 Detsil

Inbound queues are marked with the symbol = while outbound queues use the symbol '

Answered calls by direction
If more than one queue is in use for the report, this graph shows the relative magnitude of inbound versus outbound calls
made.

Answered calls, by stints

This graph counts the distribution of multi-stint calls on selected queues. If multi-stint mode is not enable, all calls will have
only one stint.

Queue position

This graph shows the initial queue position that the calls had when they joined the queue. For example, a queue position
of 1 means that a call was first in line, of 5 means that a call had four other calls in

line before being answered. As the logging of queue positions is a bit inconsistent, some calls might be missing it
("Untracked")

IVR selection
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This graph shows the distribution of IVR selections available in the calls processed.
This must be tracked manually in Asterisk - See "Configuring Asterisk for QueueMetrics" below.

DNIS used
This graph shows the distribution of DNIS lines available in the calls processed.

This must be tracked manually in Asterisk - See "Configuring Asterisk for QueueMetrics" below.

Detail of answered calls
This page shows the detail of answered calls. See Chapter 5, Showing call details [59].

Understanding results: Unanswered calls

Unanswered calls are calls that were lost, i.e. the caller could not connect to an agent. This usually means that either the
caller hung up, fed up with waiting, or the queue system decided to discharge the caller, maybe sending him to voicemail
or another queue.

if you run a report with an agent filter, or a supervisor filter, or a location filter, the number of lost calls in the report is
usually zero, showing just outgoing calls, if any. This is because the agent is specified only for taken calls and not lost
ones, so not deleting them all would show, e.g., the taken call data for one single agent and the lost calls for all of the
gueue. You can override this behaviour through a configuration switch if you feel this is not correct for you.

The Unanswered calls page looks like the following picture:
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“+ Loway QueueMetrics version 1.2.0-b1 - Opera

Unanswered calls

N.ofunanswered calls: 696  N.ofunanswered calls:

Average wait time before disconnection: 10.08. Average wait time before disconnection:
Min wad time before disconnection: 10s. Min walt time bafore disconnection:
Mac ‘wad time before dieconnection 10s. Max wal trme before disconnection:

Total wist time bafore dsconnection: 6960s.  Total wat tme betore disconnection

Average queue position at disconnection: 1.05. Average queue position at disconnection:
Min quesue position at disconnection: 1s. Min queus posiion ol disconnection
Mac quaue position at deeconnecion 1s. Max quawe position sl disconnecton:

Disconnection causes

Cause N. Calls
User abandon 656 100.0%

Unanswered calls, by queue

Queue N. Calls
q 348 50.0%
a2 348 £0.0%

Unanswered calls - distribution by length

o o ke s D e o pilf10.10.3.5:8080]queuemetrics 1. v | (G 5 ~ & 0 v o K]~

696
10.085.
10s.
10s.
6,950 5.
1.085.
1s.
1.

Hangup N. Calls Delta

Wvithin 10 seconds: B35 100.0%
Within 20 seconds: 695 ] 100.0%
Within 30 seconds: 695 /] 100.0%
‘Within 40 seconds: 695 /] 100.0%
Within 50 seconds: ES5 /] 100.0%
Within £0 seconds: 656 ] 100.0%
Within 70 seconds: 655 @ 100.0%
Within 8) seconds: G55 [ 100.0%
Within 90 seconds: 655 0 100 0%
Within 100 seconds: 695 Q@ 100.0%
Within 110 seconds. 655 [ 100.0%
Vilthin 120 seconds: 695 [ 100.0%

Inclusive SLA (computed on both answered and unanswered calls)

Hangup N. Calls Delta
Within 10 secorcds: 2088 750%
Within 20 seconds: 2784 + B8 100 0%

The report shows:
e How many calls were lost;
e The average waiting time before disconnection;

e The average queue position at disconnection (i.e. how many calls the queue had to dispatch before connecting

the caller to an operator).
e The minimum and maximum wait times
e The minimum and maximum queue position at disconnect.

e The average, minimum and maximum initial queue position, and the coverage given for this computation

As with answered calls, this report is computed twice; the version on the left is for all calls monitored, while the version on

the right only holds data for calls that were complete at the moment the analysis was run.
Disconnection causes
This report shows the relative magnitude of disconnection causes, that are:

e The caller hung up, or
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e The queue timed out and discharged the caller (if this feature is enabled by the queue configuration - see Chapter
18, Configuring Asterisk for QueueMetrics [345]), or
e The caller exited the queue by pressing a key (if this feature is enabled by the queue configuration).

Unanswered calls, by queue
If more than one queue is in use for the report, this graph shows the relative magnitude of each queue.

Unanswered calls - distribution by length

This report is functionally equivalent to "Service level agreement" in the Answered calls section (see the section called
“Service level agreement” [32]), but is computed on lost calls. It shows how many calls were hung up within a given time
frame, usually 120 seconds in 10 second increments (the time frame and increment can be modified by the administrator,
if needed - see the section called “Configuring system preferences” [257]).

You get a percentage of how many calls were lost within X seconds; the percentage includes calls lost in a shorter time
frame and therefore grows with time.

The "delta” value you see is the absolute increment, expressed in number of calls, between each time frame.

Inclusive Service Level Agreement
The inclusive SLA corresponds to the Service Level Agreement metrics shown on the section called “Service level
agreement” [32], with the difference that it is computed taking into consideration both answered and unanswered calls.

Unanswered calls by key press
If there are any calls that are were set unanswered because the caller pressed a key to exit the queue, this graph shows
which keys were pressed and how many calls were terminated for that reason.

Unanswered calls, by stints
This graph tells the stint distribution of unanswered calls. It corresponds to the graph called "Answered calls, by stints".

All calls, by stints
This graph tells the stint distribution of all processed calls. It corresponds to the sum of the graphs called "Answered calls,
by stints" and "Unanswered calls, by stints"

Enter queue positions

This graph shows the initial queue position that the calls had when they joined the queue. For example, a queue position
of 1 means that a call was first in line, of 5 means that a call had four other calls in line before being answered. As the
logging of queue positions is a bit inconsistent, some calls might be missing it ("Untracked")

Enter queue positions for all calls
This graph shows the initial queue positions for both answered and unanswered calls.

IVR selection
This graph shows the distribution of IVR selections available for lost calls.

This must be tracked manually in Asterisk - See "Configuring Asterisk for QueueMetrics" below.

IVR selection for all calls
This graph shows the distribution of IVR selections for all calls (taken and lost) available in the report.
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DNIS used
This graph shows the distribution of DNIS lines that lead to lost calls.

This must be tracked manually in Asterisk - See "Configuring Asterisk for QueueMetrics" below.

DNIS used, for all calls
This graph shows the distribution of DNIS lines for all calls (taken and lost) available in the report.

Details of unanswered calls
This page shows full details of unanswered calls the section called “Detail of unanswered calls” [63].

Understanding results: Area code report
If the Caller*ID is present, it is possible to break down both answered and unanswered calls to specific area codes by
clicking on the "Area code analysis" button.

By selecting a number of caller id digits to search upon and a starting digit position, you get a number of statistics grouped
by area codes.

This report gives an immediate check of the geographical origin of calls handled by your call center. It is possible to export
all the reports as needed.

/ i Do Admin | Administrator @ &7 &3
7éslt QueueMetric
call center monitor
Home  Answered  Unans. | Area : Att.  Distrib.  Agent:  Outcomes  All

Area code report

Hearier of CLID digts to sewch (3 j
Startre) from postioe 2 z

Search

Detail for answered calls

Area code/Caller id Taken calls Total calling time  Awerage time per call  Average wait time per
call

555 1788 Fioall 100 Lk
HOOEN 1 [F.1) @20 @20

PExportas.. |

Detail for unanswered calls

Area code/Caller id Lost calls Average wait lime per  Average position
call

555 430 010 10
¥ Export as... i)

Understanding results: Inbound ACD call attempts

When running an inbound call center, it is very important to determine the reason why a call is delayed: are your clients
refusing to answer? Did they forget to log off before leaving their workplace? The inbound ACD call attempts metrics try to
answer to these questions.

As these metrics are not usually recorded by Asterisk, you'll have to patch and recompile your Asterisk system in order to
gather them - see the section the section called “Enabling ACD call attempts recording on Asterisk 1.0 and 1.2” [349]. If
you do not do so, the metrics presented here will always appear zeroed out. With Asterisk 1.4, this feature should be
automatically enabled with no need to patch the source code.

This page shows the following pieces of information:
¢ How many agent attempts were made, i.e. how many times the agent’s telephones were rung in total
e The average number of attempts that were necessary for a taken call; the minimum, maximum and total attempts
made that resulted in a taken call
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e The average number of attempts that were necessary for a lost call; the minimum, maximum and total attempts

made that resulted in a lost call

ACD attempts by terminal

This graph breaks down agent attempts by the agent that was called. The following pieces of information are extracted for

each agent:
The average ring time for lost attempts
The total ringing time for lost calls

The average ring duration for taken calls
The total ring time for taken calls

1+ Loway QueueMetrics version 1.2.0-b1 - Opera

R R S

Home  Answered  Unans.

Report Details:

Atomic queve(s) considered:

Period stert date:
Period end date:
Totsl calls processed

Export analysisin CSV format:
Ansvrered calls: Agents on queue

Total ACD attempts sent to operators:
Taken calls
Average sttempls:
My atempts:
Max atemgts:
Total attempts:
Lost calls
Average attempls:
Min oftempts:
Max attempts:
Total attempts

ACD attempts by terminal

Agent N. lost
Agentfo1
Agentii02
Agenti0o3
Agenti0s

ACD attempts by queue

Agent N. lost
ql

a2

i Att. i Distrib

The number of taken agent attempts (i.e. calls answered)

Agents Al

00AALL

ql @

2006-03-16, 2221
2006-05-14, 2221

2784

75.0% ans £25.0% unans

=] Export
Inbound ACD call attempts

3480

13

1

2
2784

1
1
636

Avg ring Ring (s)
- 0s

10e 62505

- %8s

0s

Avyg ring Ring {s)

10s 69505,

B8
B35 10s 89503

10s 6880s.

N. of lost agent attempts (i.e. the agent was called but not responding)

N. Taken Avg ring Ring (s)
348 0s 0s.
695 152 10440 =,
348 10s 3480s.
696 105 69650 s,

N. Taken Avy ring Ring (s)
1044 10s 10440 5.
1044 103 10440 3
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ACD attempts by queue

The following metrics are extracted and broken down by queue:

N. of lost agent attempts (i.e. the agent was called but not responding)
The average ring time for lost attempts

The total ringing time for lost calls

The number of taken agent attempts (i.e. calls answered)

The average ring duration for taken calls

The total ring time for taken calls

Understanding results: Call distribution
The call distribution report shows when calls were handled, when calls were lost and the average wait times broken down
by period.

All percentages are calculated on the call class they belong to, i.e. a 50% of "Unanswered calls" on one day means that
50% of all unanswered calls for the period happened during that day, not that 50% of calls were lost.

For each metrics, the total number of calls is shown, together with average, minimum and maximum times. Graphs are
plotted on the total number of calls broken down and on the averages.

It is possible to change the interval in the Hourly graphs, so that you can have reports break down calls.
e.g. by half-hours or hour quarters, by changing a value in the QueueMetrics master configuration file.

Call distribution per day

Calls, both taken and lost, are shown per specific day. Days with no events are not shown. The total numbers of call
lengths, wait time for answered calls and wait time for unanswered calls are plotted for each day. Sales and contacts are
also shown on a daily basis.

The Schedule Adherence report shows the number of distinct agents that were detected during the given period. This
makes it possible to detect the number of different people that had been working on a given moment.

The Queue Length report shows the average length of the queue for each period, giving minimums and maximums. The
Steps computation shows how fast each queue progresses during the period, expresses in steps per hour.

Note: giving a meaning to the Queue Length reports may be hard in the case of composite queues.

s Lowiny QuoweMatrics version 1,2.0-b1 - Opera
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Call distribution per hour

Home  Answered Unams. Ares At | Distrib.  Agemts  Outcomes  All
Reporn Details:
Aomic quine(s) considersd 00 Al
Pariod start dale. Juse 23 2007, 000
Pariod end date: Jure 23 2007, 2355

Total calls processed 1

Answered call distribution per day

Day Hum Answored calls Avg  Min

Ea % LE ]

WTOEN T wn W 0w
PExport ad.. =)

Answered call wait time per day

Day Num Answered calls g Min

20000822 1 (113 LT

HOT0ETY 10 i 013 @10
M Exportas. ) ¢ o

Unanswered call wait time per day

Day Mum Unanswared calls Pug Min
2007 06-23 Foil 1000 a0 L3l
PExportas.. &
Sales per day
Day Conv, Sales Contacts
e M i — e

Mox  Avg duration
G20 S—

Max  Avg walt
D) ——

(a0 —

Max Ay wall

i) —

1000y, P——

Events are shown on a 24-hour distribution. If this graph appears to be incorrect, you have to run a "Custom report"
setting the time zone accordingly (see the section called “Custom reports” [24]).

The total numbers of call lengths, wait time for answered calls and wait time for unanswered calls, together with sales and

contacts, are plotted for each hourly interval. The size of hourly intervals can be controlled by the default.hourly_slot
configuration property, making it possible to run this reports based on 30-minute, 20-minute or 15-minute intervals.

Call distribution per day of week
This report shows the weekly behaviour of your queues. The longer the analysis period, the more significant its results will

be.

The total numbers of call lengths, wait time for answered calls and wait time for unanswered calls are plotted for each day

of the week.
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Understanding results: Agent activity
Agent activity refers to the behaviour of Asterisk defined agents. If you connect you queues straight to telephone
terminals, this section will always be empty.

Each agent may be flagged as being a member of four priority groups:
e Main: the agents usually answering the queue
e Spill: the agents answering the queue if all "Main" agents are busy or unavailable
o Wrap: the agents answering the queue if all "Main" and "Spill" agents are busy or unavailable
e Undefined: this agent is not a member of any priority group for this queue

This feature is useful if priority groups are used in the queue configuration. If they are not used, just assign all agents to
"Main" for each queue.

If an unknown agent appears on a queue, it will be marked as "Undefined", written in red.

Agent names are written in blue and are clickable, if you click on them in any of the graphs, you will be lead to a popup
that detail the logon and pause history for that agent.

As a default, QueueMetrics will show and count an agent session if and only if the agent handled at least one call during
this session. This may not be what you want when you use pause codes - an agent may log on and immediately go on
pause to do some back-end activities. If this is the case, you should set the configuration option
default.useRawAgentSessions to true to see all agent sessions.

Home Answered Unans. Area  Att.  Distrib. | Agents | Outcomes  All

Reponrt Details:

Atomic gqueue(s) considered: 00 Al
Period stant date: June 23 2007, 0:00
Penod end date June 23 2007, 23:59
Total calls processed: 1,002

T5.0% ans F25.0% unans

Agent session detail

Agent sessions

M. of agents available; 4
Average agent time: 4057
Min agent time: 71800
Max agert time 10:1108
Toted agent time: HITH

Agent availability (for all the queues they are member of)

Level Agent Time On pause Billable Non bill.

Undetined John Doe (101) 8.04:00 20500 (1{01] 20500 232%

Undefined Mike Boo ( 102) 10:11:06 oo il o} 00 23%

Undiefined agent/103 910042 10230 10230 000 26.4%

Undefined agantA 04 71800 41:40 000 41:40 21.0% ——

P Exportas.. ] 7 o

Session and pause durations

Level Agent Sessions Avg Session Pauses Avg Pause Pause % Pauses per
session
Undefinest John Doe (101) 126 350 125 1:00 205% 10
Undetined Mike Boo ( 102) 126 451 0 - 00% 00
Undefined agenth 03 126 422 125 0:30 102% 10
Undefined agentA 04 126 326 125 0:20 87% 10

PExportas.. i8] o
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The report shows:
e How many agents were available for the queue. To be considered available, an agent must have logged in and
taken at least one call.
How much time all agents have been available
The average agent available time
The minimum and maximum agent session durations
The total billable and not billable pause times

Agent availability
This graph shows which agents were available during the specified time frame and the percentage of agents' available
time each one cumulated.

This time is calculated per all queues any agent is a member of, as the act of logging on is in general for the whole system
and not specific to one single queue.

For each agent, the total time on pause - if any - is computed and broken down as "Billable" or "Not billable" - see the
section on Pause Codes.

The "overlapping" is the amount of time that an agent was paused BUT taking calls. As you can pause in the middle of a
call (maybe your system doesn't allow this, but it is conceivable) you could have a period where you are paused BUT on
conversation as well.

The % written next to the graph is the percentage of the pause time.

Session and pause duration

For each agent, the total number of sessions and pauses is computed (session time is already deducted of pause time).
For both sessions and pauses, an average length is computed.

The "Pause percentage" is how much time an agent was on pause compared to available time.

The "Pauses per session" computes how many pauses - on average - each agent makes for each log-in session.

These metrics should be considered according to your call center rules on pauses and time-out.

Answered calls (for selected queues)

Level Agent N. calls ‘[lml call Avg call time !‘w; wait % of queue
time tima
Jobn Do (101) 125 &1230 230 010 166%
Mike Boo ( 102) 350 22550 a3 15 33.3%
e wpend i} 12 20500 1:00 [:31:] 1665
U e agerdiOd .13 247.00 o oS 4%

FExport as... I o

Answered calls by service group

Level N, calls Total call ime  Avy call time % of quene

Main o 000 - oS
WWrop o o0 . o0%
el o am + ors
Unaanned ™ 120 (] 1000%

PExport as.. & s

Answered calls by location

Locatian M. calls Total call time  Awg call time Aoy walttime % of quaue

Main Location 125 51230 5] o1 166%
Secondary lcabon 2] 2590 ¥ s ko
L £5200 6 i3 01%

FExport as.. 1 o

Session details

Tet emesions. 504 Detal

Tetsl paute sctivly cetsl Datail
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Answered calls for selected queues
This graph shows who of your agents answered calls for the queues you selected. The number of calls, together with total
and average call durations is computed accordingly.

Answered calls by service groups
This graph show which priority levels handled calls for your queue. This shows whether your main line is staffed enough
to handle the load of incoming calls.

Session details
By clicking on the "Detail" button, a new page is shown, detailing each agent session that was recorded.

Detail of agent sessions

Repont Details:

Alomic queue(s) considered oo Al
Period stant date June 23 2007, 0.00
Period end date: June 23 2007, 2359

Tolal calls processed: 1
TEO% ans /25 0% unans

Retum

Session agent detail

P Export as... &) 7 <

Agent Starthour  End hour Duration Ext, Termination Pause P.Time Siv
ogertl4 0523 - 00000 0623 .- 0003 30 1] 000
John Do (101) 0622- 235601 0623 - 0005 450 123 o 00
Mk Boso 102) 0822 . 235601 0623 . 00052 451 M5 a Li{is]
agentiild D822 - 233600 ORT3 - 00053 452 4% 0 000
agertiiis 062300141 0623 . 00531 350 783 1 20
Jobn Doe (101) 0623 - 00010 0523 - 00551 450 123 1 1:00
Mike Beo (102) 0E23-00101  0623- 00552 451 M5 0 00
agerki3 0623 - 00100 0623 . 00553 452 458 1 030
agert/il DE2Y-00641  OR23-0A0M *50 TS i 020
Jabin Do (101) 0623 . 00601  0623.01051 450 123 ] 1:00
Mike Boo [ 102) 0623 - 00600 0623 . 00052 451 345 a 000

For each agent session, the start and end times are recorded, together with the total duration in seconds. If the agent logs
on via the call back function, the designated call back extension is shown.
The number of pauses and the total pause time in seconds is shown.

The "Srv" column tells you on which server an agent was working in case you set up a cluster of Asterisk servers.

It is possible to sort the table for each title, in either descending or ascending order. To do this, click once on the desired
title for descending sort, and twice for ascending sort. Once the table is sorted, an arrow symbol will appear close to the
title, so you know on which column it was sorted last. As the sorting is done on the client machine, it may take a while with
very large tables.

Pause activity details
This table shows the specific pauses that each agent took and the pause code that was entered for each pause. It also
shows whether the pause taken was considered to be billable or non-billable.

Pause activities detail
FExportas.. & = o

Agent Ext. Code Activity Billable? Starthour  End hour Duration

agetiod 789 0 Lunch Ho 0623-00201 0623 0.0221 (%)
Jobn Dos (1013 123 el Lunch Na 0623- 00411 0623. 00511 1:00
agentiios 456 Ell Back Office Yes 08R3-00431  (6R23-00501 «x
Py 759 30 Lunch No 0623 007 0803 00721 o0
Jokn Dos (101) 123 0 Lunch Mo 0523 - 0011 0823 - 0101t 1:00
SgEri 03 435 3 Back Office es 06R3-0033  023-01001 o3
agertios 789 20 Lunch No 0623-0Z01 082301221 020
John Dos (101) 123 0 Lunch o 0623-D1411  0S23- 01511 1:00
aganLios 455 n Back Office Yes 06R23-0143  08R3-01S0 ox
agantiiod 89 1 Lunch Ny 0623 - 01701 0823 .02 o220
Johin Doe (101) 15 0 Lunch No 06230491 0823- 02011 1:00
agenti 03 458 n Back Office Yes 08230193 0823.02001 30
SGATLHO4 78 ) Lunch No 0623.02201  0RQ3.02221 i)
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Agent history popup
If you click on an agent’s name, a new popup will appear with full history for that agent. You can scroll in it as needed by
using arrow keys or the wheel of your mouse.

Detail: agent/101 P

Total session time 334:23:16

[Total pause time 2:08:42

[Total billable time 332:32:38

Total pauses billable 18:04

[Total payable time 333:52:09

Total pauses payable 1:37:35

ent Ext. Duration On pause Activity End hour

ohn Doe (101) 104 331:53:10 - 09721 - 11:46:50
56

Jobin Doe (101) 104 12:59

ohn Doe (101) 100 8:25

A complete description of the popup is available in the Report Details: the section called “Popup of agent activity” [127] .

Understanding results: Call outcomes
If your agents are entering Pause codes or Call outcomes, the "Outcomes" tab will let you report on the information they

just entered.

Home  Answered  Unans,  Arlea At Distis.  Agenis | Oulcomes | All

Raport Dotails:
Aormie queua(s) considered ar
Queue 147, Queue 2 fg2]
Period stanl date: September 05 2008, 10:19
Pencd end date: December 04 2008, 10:19
Total calls processed 4475
THOW wew { ZEOW unmes
Outcomes
General cutcomes
Total billable time 1541743
Totn agent avaiatee teve 1T
ot ageet B Bt 1)
Total nonksllatle tme: 17.05.10
Humbaer of Sales: ("]
Humber of Qualified Contacts 0

Humber of Contacts [}
oe
o
0y

L1

0o%

b Export a3 &%)

Call results, by outcomes

Call sutcome Type Tatal Taken  Lost %

o Uningwn wn W o 2o T
Unisewn nm» "o L] 240w P
Hone 1678 559 11 4w NEEEEEEEEES—

¥ Export a3, i)

The top panel will display an overview of the situation, showing:
¢ How much billable time there has been on this system, broken down by ACD/call time ("agent available time") and
billable activities (agent on pause)
The total non billable time (e.g. lunch, breaks)
The total number of Contacts, Qualified Contacts and Sales, as defined by call outcome codes
The Sales per Hour (SPH), Qualified Contacts per hour (QCPH) and Contacts per Hour (CPH) ratios
The Conversion index that is the percentage of sales over the total number of sales and contacts.

Further down the page, you can find details explaining Billable and Non-billable activities, with average, minimum and
maximum session durations, and a percentage on all activities of the same kind.
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Call results, by outcomes

Call outcome Type Total Taken Lost
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The Detailed Agent Report will show, for each agent:

The Available (ACD) time, as an absolute value and a percentage of its total time logged on

The Billable time, as an absolute value and a percentage of its total time logged on

The Non-Billable time, as an absolute value and a percentage of its total time logged on

The number of Sales And Contacts the agent had (if a sale is counted a s both a Sale and a Contact, it's counted
only once as a Sale)

The Sales per Hour (SPH) and Contacts per Hour (CPH) ratios for this agent

e The Conversion ratio, that is the percentage of sales over the total number of sales and contacts.

How are Call Outcomes calculated?
The idea is that a call can be a Contact, or a specialized contact that is a Qualified Contact, or a specialized Qualified
Contact that is a Sale

This is needed because all the SPH, CPH and QCPH are calculated not on the totals of each class, but on sums of that
class and generic types, like:

S = Number of Sales

C = Number of Contacts

Q = Number of Qualified Contacts

CPH = C/ (logon time - not billable pause time) QCPH = Q / (logon time - not billable pause time) SPH = S/ (logon time -
not billable pause time)

Conversion indexes are calculated as:
CO%=S/CQC%=S/Q

Multi-stint calls
In QueueMetrics, we define a multi-stint call as a call that was processed on more than one queue, with one or more
gueue terminating it for timeout, transfers or key exits.

In the standard QueueMetrics reporting mode, this call would be seen as a series of "lost calls" on one or more queues,
possibly followed by a taken call if the call was answered at all; the system does not notice that those events happened on
the same call.

Running QueueMetrics in multi-stint mode, calls will be grouped together based on the call's Unique- ID, and a single call
will be rebuilt as a multi-stint call so that:
e The call looks like it was handled on the first queue it was presented on; the queue enter time and queue position
are those of the first queue.
e The call will be considered "answered" if the last stint is an answered call, "lost" in all other cases
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e The wait time will be the sum of the wait times on different queues (if there are intermediate wait times, like those
for IVR menus, they will not be counted)

e The talking time and agent taken the call will be taken from the last taken call

o All stats (number of call, call distribution, etc) will be counted on the new multi-stint calls.

Limitations and side-effects
Multi-stint calls aren’t for everyone. There are a number of limitations and side effects you should be aware of before
attempting to run QueueMetrics in this mode:
e Calls are grouped by the Asterisk Unique-ID code; this means that if different call stints happen on different
servers in a cluster, they will not be grouped together
e All queues the call passed on must be included in the report. If you include only the master queue, stints on other
gueues will not be seen.
o Because of the previous bullet, it is usually better to configure separate "wrap up"” or "timeout” queues, that is,
instead of having both a Sales and a Support queue that will send people to the
General queue on timeout, it would be better to have "Sales", "General-sales" and "Support”, "General-support", even if
"General-sales" and "General-support" are actually aliases of the same queue.
e All stints of all calls must be included between the starting and ending report times. Stints that start before the
start data or end after it will be ignored.
¢ Runtime and memory will be comparatively more than a standard analysis, as the grouping and additional data
stored take their toll on the system
e Stint-grouping does not work for real-time analysis.

On versions of QueueMetrics up to 1.6.3, calls are filtered by search criteria before being aggregated in multi-stint mode.
This may lead to problems when you want to use filtering criteria in multi-stint mode, where only some stints match the
critera while others do not. T To avoid this issue, on newer versions of QueueMetrics calls are joined together in multi-stint
mode before criteria are applied to the aggregated results.

Multi-stint calls in QueueMetrics
If you run calls with multi-stint mode enabled, the string "Multi-stint calls joined together" will appear on the top panel, and
the number of joined together calls will be shown.

Panad slat dafe Kay 01 207, 800
Fernod and daie Fay 3 XOF, 1800
Total calls procassed 15316

A e TS uaand
Blulti-stin calls jained Eogethar 173

The distribution of taken calls by stints will be shown in the "Answered calls" tab:

Answered enlls, by stints

Hisnilliea al st H. Calls o

1 T T ————.
2 F1 am

1 ¥ 2

FExport 48

The distribution of lost calls by stints will be shown in the "Lost calls" tab; aggregate calls by stints will also be shown in
the "Lost Calls" page:
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Unanswered calls, by stints

Number of stints N. Calls
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Details of multi-stints calls are displayed in the call details pop-up, in a separate tab. See Chapter 5,
Showing call details [59].

Exporting call sets from QueueMetrics

There is a need to make it possible for external parties to review the call processing as done on QueueMetrics or do an
external QA monitoring on them; and similarly, there is an opportunity for a QueueMetrics to do the same thing for
external third-parties.

In order to make this possible, we need to have a way for QueueMetrics to import/export both call records (with
associated audio/video recordings where present) and related QA data.

Exporting calls - an overview

The main problems that arise from exporting calls are:
e Selecting the set of calls that have to be exported, and
e Retrieving all audio calls for export

We need to be able to select freely a number of calls for export, given one or more export criteria; we want to be able to
review the results before they are final, and we want to exclude specific calls when reviewing.

The retrieval of audio causes a similar problem; first, audio retrieval was not really made for batch access, so seek times
for individual files may be in the order of one per seconds; secondarily, those files may well require a large disk space
when preparing the batch.

The call export feature works in batches, that is, at any given time there are a set of batches that an administrator creates
and that are to be exported. Each of them has a name and a status.

This is the life-cycle of a batch:

e An administrator creates a batch for a given data export needed and gives it a meaningful name, e.g. "Client X
week 02/10". The batch is now in state Open.

e Users holding the correct key will be able to add calls to the batch, that is, when they run a report in QM, on the
"Taken calls" page they see a button that invites them to add the selected set of calls to the open batches. They
can repeat this process as many times as it is needed. If the same call is added multiple times to the batch, it only
appears once.

e When the batch is ready, the administrator closes it. When the state is Closed, it is not possible anymore to add
calls to that batch.

¢ When the batch is Open or Closed, it is possible for the administrators to see the list of calls in the batch and to
listen to their audio/video attachments. Individual calls may be flagged as "Do not send"- those calls will appear in
the batch but will not be show in the outgoing records.

e When the batch is finalized, the administrator will flag it as "Ready to send". Batches that are "Ready to send" are
actually being built by QM - it may take a while to create them and download the audio files required.

¢ When the batch is finished processing, it will appear as "Sent".

A batch can be deleted at any time by the administrator, unless it is in status "Ready To Send".
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The graph provides a visual representation of the whole process:
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The process of building a batch may take a while - therefore there is a transaction that simply keeps displaying a page in
a browser that shows a progress bar while the project is being exported.

Exporting calls in practice

In order to export calls, an administrator must first create a batch. To do this, they go to the Home Page / Import/Export
calls:

/ ' Demo Admin| Adminatatr = @ & &
e&y QueueMetrics

call center meniter
Home | Job

QueueMetrics data import/export

b Data Expon

List export jobs

From here you select List Export Jobs.
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You can then create a new job.

When configuring the job, you have to specify:

e A name for the job. This will be the name of the folder that will be created including the call details and the audio
files.

e A security key so that only some agents can add calls to this job.

e Anexport folder - it can be the same for all jobs, and be on the server QM is on. It should be writable by the java
process that runs QM,.

e Animplementor, that is, a data format for Manifest file of the job. See below for more details.
o If the implementor requires them, you can specify a set of parameters.

These properties can be changed through the lifetime of the job.
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From now on, users accessing the Detail of Taken Calls will see a gadget by the end of the page like the one shown here:
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This basically lets you add all the calls above to the export job you select. If the export gadget should not be visible, you

have to add it manually to the current report (its code is OD02 - see Block ODO02 the section called “OD02 - Add to export
job” [75] ).

After you add sone calls to a job, the import transaction will confirm the add through a popup screen that displays the

number of calls imported and the number of calls rejected (because they were already a member of this job). Only jobs in
state Open will be availble for adding calls.

You can now see a list of calls from the Export Jobs page:

QueuecMetrics
call ce

nter monitor

/eép Darnn Adein | Adminsiater 2 0 & 8
Heme

Job details for: test3
Faei [ I Sewen
=]

Start Caller Queue Agem Wai  Talk W Orns 5
ILERTE sarsss al aperirion s T
3
2
2

3
5

171121 BT 1 at apeen] B

HaT- 10020 aTns al Pl

CCOGC

Ggegg

slRz- 1N sTes 1 al agee0n M

| Back

You can search calls within the current job and toggle their inclusion in the exported list by clicking on the reload icon next
to each call.

When the job is ready for shipment, the administrator first has to Close it and then to Export it. This will take a while. Audio

files will be retrieved through the curremtly configured Pluggable Module for audio records and will be saved in the job
folder.

Output format
Thought the actual attributes used are based on the Implementor module used, the following are common attributes.

Batch attributes
e Name
Disk path (must be accessible to Java)
Created by, on date
Closed by, on date
Sent by, on date
Video (yes/no)
QA (yes/no)

Page 30 of 133 0455-0227 Rev A



Each call in the batch has the following attributes:
e Type: "T" taken "L" lost (initially we will only have Taken calls)
Cluster-1D
Server-ID
Entered at
Wait time
Talk time
Caller
Agent
Queue
Call status
Call status type (e.g Sale)
N. of audio pieces
Names of the audio pieces, comma-separated ( a single call may have multiple recordings)

Batch disk format

A call batch appears on disk as a folder under the system call batch folder. The folder is created if not present (it must be
in a Java-writable location). When the batch is in status "Ready to send", the audio files are copied to this folder; at the
end of it all, a manifest file that includes the details is written. Each downloaded audio file is renamed in order to be unique
and coherent, typical file names may be:

0000123-1.wav

0000123-2.mov

Both files are about the 123rd call, the first one being an audio recording and the second one a video recording.

When the batch is in status "Sent" QM no longer cares about the disk representation - it can be moved, sent as FTP,
compressed and encrypted, whatever.

Manifest file format
The manifest file format should be chosen by the sysadmin - it is implemented as an abstract class for ease of change.

e |t will be called Manifest.xml
e It willinclude a set of <call> entries including all data as per the previous section "Batch attributes”

Available implementors
HTTP file transfer

This is the basic implementor and produces an XML file.
HTTP MP3 file transfer

This implementor does two things:
e produces a basic manifest
e retrieves QA valuation data if present

If audio files are in MP3, will insert or set ID3v2 tags so that the title of the MP3 contains information about the call.

The following ID3 tags are created:
e Call details

caller id

queue

dnis

call lenght

start time
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lenght

agent

Call status

Date of Grading

Time of Grading
Grader ID and/or Name
Overall Grade

Graders Comment

This implementor DOES NOT transcode files to MP3 - they must already be in MP3 format or you should provide an
external batch script to do the conversion. More details are provided in the following paragraph.

MP3 conversions on the fly

QueueMetrics lets you able to perform an external batch script call in order to convert call files to different format like, for
example, wav files in mp3s. This feature is applied only for export jobs implemented with the "HTTP MP3 File Transfer"
object. No external calls will be made for "HTTP File Transfer" enabled export jobs.

Assuming to have this type of export job parameters: Job name: MyJob Export folder (on server): /var/ spool Implementor:
HTTP MP3 File Transfer

The work flow followed by QueueMetrics, for HTTP MP3 File Transfer enabled jobs, will be like depicted below.

For each call in the job and for each file associated to a specific call:

1. The file will be stored on server folder /var/spool/MyJob folder

2. A new temporary folder will be created on /var/spool/MyJob folder

3. An external bash script will be called. The script will receive, as parameters:
e The full file name of the file to be converted
e The full name of the temporary folder created
e The name of the job as defined in the job definition page
e The parameters string as defined in the job definition page

4. The script should convert the file in the preferred format and should place the result in the provided temporary folder.
QueueMetrics will wait for the conversion termination

5. QueueMetrics will move (not copy) the full conversion result it will find in the temporary folder to the original destination
folder (in this case /var/spool/MyJob). Please note that there should be more than one file resulting in the conversion
(like, for example, a preview quality and a hi-res quality .mp3 files) and QueueMetrics will copy all of that.

6. The temporary directory will be removed by QueueMetrics

7. QueueMetrics will publish in the manifest all the files found in the temporary folder. These files will be associated to the
specific call and the number of chunks published in the manifest will reflect this.

When all files in the job are properly downloaded and converted, QueueMetrics will add all relevant QA information only to

files with name ending with .mp3

Please note that:

1. The external script to be called by QueueMetrics should be specified in the configuration.properties files through the
key "export.conversionCommand". It should be executable by TomCat. If no key was defined, the HTTP MP3 File
Transfer will skip all actions specified in the 2, 3, 4, 5, 6 steps above described (i.e. it will simply download the files and
apply QA informations to eventually present .mp3 files)

2. If the external script is not present in the server and/or QueueMetrics is not able to run it, this will be signaled in the
<errors> field present in the manifest (one for each call). In this case QueueMetrics will publish in the manifest the
original file name.

3. QueueMetrics will not delete the original file from the /var/spool/MyJob folder. If you need to have it deleted, your
conversion script should do it.

4. QueueMetrics will not publish the original file name in the manifest, unless if exceptions were raised in the
conversion/move process. If you need to have the original file published in the manifest, your script should move (not
copy) it to the temporary folder.

5. If some exception is raised when moving files or calling the external bash script, QueueMetrics will publish the original
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file name in the manifest.
6. If the conversion script generates a (set) of filename with name(s) already present in the /var/spool/ MyJob folder,

QueueMetrics will rename it (them) prepending the name(s) with a random 5 digit number followed by an underscore

sign. The new name(s) will be published in the manifest

To summarize the overall process, a simple example of working environment is provided: In the configuration.properties is

the key: export.conversionCommand=/usr/local/apache-tomcat-5.5.25/webapps/ROOT/testbatch and in the
lusr/local/apache-tomcat-5.5.25 is an executable testbatch script: [root@gmmachine ROOTI# Is -la testbatch
-rwxr-xr-x 1 root root 87 Mar 10 05:17 testbatch

In this simple example, the batch script copies the original file in the temporary folder (with a not unique name in this

example)

#!/bin/bash
# $1 is
# $2 is
# $3 is
# $4 is

cp $1 $2/testresult

The resulting working folder will contain something like:

-rW-r--r--
-rW-r--r--
-rW-r--r--
-rW-r--r--
-rW-r--r--

the source file
the output directory
the job name

the parameter field defined in the job definition page

root
root
root
root
root

e e

And the manifest something like:

<call>

root
root
root
root
root

<files>testresult,2071_testresult</files>

<errors></errors>
<chunks>2</chunks>

<uniqueid>3033212900899824</uniqueid>
<videocall>true</videocall>

<callid>4006</callid>
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Chapter 2. Showing call details

As shown above, QM lets you see the very detail of calls handled by Asterisk.

Detail of answered calls

3 041 1 Caller DJJohn Doe (101) 1 1415116047
m
2 010 1 E - = 0234
@ Call Detail - Mozilla Firefox =
1 0:08 1 1246
¥ http://localhost:28084/queuemetrics/qm/popup_call jsp [}
1 0:06 1 | 453
. ~
1 0:02 1 : - - | 7309
Call detail Markers Call events: 0 QA |

5 009 1 1337

2 016 1 11694
Asterisk Call ID: 1415271119.20

2 011 |1 Date and time: 11/06 - 11:51:59 185

2 0:08 1 Queue: A300 (3007 % 4669

1 0:06 1 Caller ID: 204 16663

0 0:08 1 Handled by: O John Doe (101) 9124

2 012 1 Duration: 12 sec. 1114

1 o111 Time in IVR before queueing: 0 sec. 1837

1 0:06 1 Waiting time: 2 sec. 3737

.. - o

1 002 |1 Original position #1 v7ad
Disconnection cause: Agent disconnected

1 0:05 1 '559(
Transferred to:

0 017 1 ‘848
Attempts: 1

2 0:07 1 474
Last Failed Attempt:

1 008 |1 Bridged Channel: 1415271119.21 188q

2 0:08 1 Stints: 1 4521

0 0:08 1 URL: 9661

2 004 1 Status code: dc: Disconnected 0677

0 004 1 Srv 968

1 014 1 DNIS 4474
IVR selection

0 4244 1 619

1 0:04 1 2033

v
1 002 1 Agent (J/john Doe (101) 1 dc 1415612944
3 0:02 1 Agent L_B lohn Doe (101) 1 1415612951

For each answered call, the following information is shown:

Date and time for the call;

The Caller-ID, if available (the Caller-ID format may differ according to your local Telco - in some countries it include

the full name of the caller, in others it might be a number and in others it may be unavailable at all);
The queue that handled the call;
The total waiting time before the agent was connected,;
The duration of the call, talking to an agent;

The initial position of the call
The cause of disconnection;

Which agent or terminal handled the call.
How many agent attempts were made before this call was answered
The call completion code your agents entered
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How many stints make up this call

The server that handled this call (in the case of clusters) Optionally other information could be shown:

The asterisk unique ID associated to each call

An icon that opens a new web page with an URL user customizable (useful for proprietary CRM integrations). To
enable these two columns, the keys default.crmapp and default.showAstClid have to be correctly set. Please read
the section called “Configuring system preferences” [257] and Appendix C, System preferences [383] for further
details.

It is possible to sort the table for each title, in either descending or ascending order. To do this, click once on the desired
title for descending sort, and twice for ascending sort. Once the table is sorted, an arrow symbol will appear close to the
title, so you know on which column it was sorted last. As the sorting is done on the client machine, it may take a while with
very large tables.

If you click on the small icon on the right, it will be possible to see the details of the call, including:
o Asterisk’s internal Call-ID code
e The call date and time
e The caller-id (if any)
e The agent handling the call
The call duration
The wait time
The disconnection cause
The extension the call was transferred to
The URL that was linked to this call through the Queue() command, if any
The call status code
e The server that handled this call
¢ The sound files (one or more) that were recorded for this call (see below).

If the call is ongoing and you have the special grants to do so, a red scissor icon might appear next to the call status to
allow for brute-force call closure. See the section the section called “Closing ongoing calls” [357] for further details.

The call may also display:

¢ If the call has more than one stint - that is was rebuilt through multi-stint mode - then a list of stints is visible. If a call
has only one stint, then the Stints tab is not needed and appears disabled. See the section called “Multi-stint calls”
[49]

o If a call has events on it - that is specific items happening at points in time that go beyond what is displayed for the
main call - they are shown in the Events tab. If not, they are disabled. The ones currently tracked are IVR traversal
events, failed call connection attempts and music-on-hold events.

¢ A set of markers (Note: QueueMetrics till release 14.10.4 shows "tags" instead of markers).

¢ Alink to open the QA form(s) available for that call

Listening to answered calls

If there are audio recordings, they will be shown by the bottom of the call details page. If the call was monitored, i.e.
recorded to disk, a number of sound files may be shown. By clicking on a sound file you can listen to it straight from your
browser.

You can optionally have other types of media linked to a specific call, for example chat transcripts, free text or documents.
They will be opened in the browser.

Please note that:
e The recorded file name must contain the Asterisk Call ID for QM to relate it to the call - see the section called
“Listening to recorded calls using QM” [346] for tips on how to configure Asterisk correctly to implement this feature;
o The audio storage on the Asterisk server must be readable by the servlet container;
¢ You must have the correct sound codecs to listen to the sound file on your PC. WAV files usually work out of the
box but are comparatively quite big, while GSM files require an additional codec pack on most Windows machines
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but consume disk storage much more efficiently. The best compromise is usually to use the WAV49 format on
Asterisk, that is played natively by Windows machines but has a compression and sound quality comparable to the
GSM format. The HTMLS5 player requires WAV or MP3 files.

o Asterisk will usually record two different sound files - one for the caller and the other for the agent and will then mix
them together at the end of the call. If this does not happen automatically, you might find two different sound files,
named "-in" and "-out", each of which contains the voice of one of the parties. If your call is a multi-stint call, you
may find a number of different sound files for it.

¢ Itis possible to use different PMs to handle different audio needs - see the section called “Listening to calls using
Pluggable Modules (PM)” [276].

¢ If generated by Asterisk, QueueMetrics can display a variety of other file type call attachments, ie. calls that are
shown with a file extension that is not necessarily a sound file (image, video, audio, text or application files).

It is also possible to add markers in order to keep notes about "points of interest” for the call at hand, as shown in the
example below:

Call detail Stin Markers Call events: QA

Markers

Budic-754838.1.mpd | 1x (3

Time Duration  Notes

+

030 « Incarrect addressing of caller,
205 - Sale accepted

245 -~ sent caler 1o wabsite

e @ & O

a26 +  Offered second produsce.

By clicking on the Play icon next to a marker, the correct audio recording is loaded in the embedded player and it is
started at the point in time specified in the marker.

Until release 14.10.4, QueueMetrics used the name "tags" instead of "markers".

The HTML5 Audio Player and Markers
Since QueueMetrics 15.02, it is possible to play audio straight in the browser using an HTML5-enabled audio player.

This has many advantages:
¢ You can play the audio straight in the browser, jumping back and forth as needed
¢ You can speed-up the audio playing, in order to take less time to listen to calls
¢ Itintegrates with the Markers editor, so you can add a comment at a specific point in time and see it later. When
you click on a comment, the audio editor starts playing at that very point in time.

This is extermely powerful, and can be done either on the Call Details panel (under the Markers tab) or on the QA form.

In order for this to work, you need:

e A modern browser supporting HTML5 audio playback

e The system property 'audio.html5player' must be set to true.

¢ If audio files are hosted outside of QueueMetrics, your HTTP server must support Http-Range requests.
QueueMetrics supports Http-Range file streaming natively.

¢ Files must be stored in a format that is compatible with the browser. Presenty this means that your audio files
should either be saved as WAV or MP3. GSM and WAVA49 files will likely not work.

e Streaming is not supported for encoded audio recordings.

Users having the capacity of adding and removing markers should hold the keys CALLMONITOR_ADDTAGS and
CALLMONITOR_DELTAGS respectively.
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Call detail Markers QA
Insert a new marker H
Recording file:  audio-754838.1.mp3 $
iz Time (sec): 04:26
Duration (sec):
Time

|This is a sample marker

Notes:

p

OX X N
0000

T 00 ®
= L
/ - 1 Set Marker Celor: ﬁ

ok || Cancal

The following pieces of information are tracked through the Markers page:
e System ID and Asterisk unique-id; marker author and time
e Time offset and duration (in seconds). You can leave the duration field blank. Values can be input as an integer
number of seconds or as MM:SS
o Atitle (max 200 characters). Newline characters are allowed.
o A color for display (this may be used to set, say, all sales in red, all issues in blue, etc).

Detail of unanswered calls
The unanswered calls detail is quite similar to that of answered calls.

Demo Admin | Adminstrator 2= 0V a

QueueMetrics

call center monitor

/oy

Home Angwered | Unans, | Area AL Distrib, Agents Quitomes Al
Detail of unanswered calls
Report Details:
Atomic queus(s) considered o0 Al
10321, g1, g2, Q DPS [queve-dps), Q Test
[queve-tast]

Period star date
Period end date
Total calls processed:

Fabruary 19 2009, 00.00
Febiuary 19 2009, 23.59

Bl
0.0% ars / 100.0% unars

Arag analysis Retum

Queue details

PExporias.. €] = ©

Date  Agent Caller Queue Disconnection Position Wait Pos. Attempts  Code HKey Stints  Srv
0209~ JohnOos  EBSST7 a) Abandon 0 010 0 0 1 =l
181546 (10

029 . 45774 qt Absntion 0 10 0 [ 1 |
161559

02719~ 4s8E231 g2 Absndon 0 010 © ] 1 |
181640

0219-  MikeBoo 2421671 qi Abandon 0 00s 0 0 1 =
161628 (102)

029 - 5714163 ol Unanzweres yet 4 0 02 0 0 1 a
1817.25
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The following data are shown:
¢ Date and time of the lost call;
The Agent that placed the call (if it's outbound) or blank if inbound;
Caller-ID;
Queue that handled the call;
Disconnection cause;
Position at disconnection, if available;
Waiting time before disconnection, if available;
The initial position of the call when it joined the queue, if available;
The number of Agent attempts made before disconnection;
The call code, if entered (this might be added automatically, e.g. by outbound diallers marking unsuccessful
attempts as "unanswered" versus "fax" or "voicemail")
e The key pressed on disconnection (if any)
e The number of stints this call has
e The server that handled the call

Optionally other information could be shown:
e The asterisk unique ID associated to each call
¢ Anicon that opens a new web page with an URL user customizable (useful for proprietary CRM integrations). To
enable these two columns, the keys default.crmapp and default.showAstClid have to be correctly set. Please read
the section called “Configuring system preferences” [257] and Appendix C, System preferences [383] for further
details.

Please note that on a queue timeout, Asterisk will not report the waiting time, as it is fixed and same as the queue timeout.

It is possible to sort the table for each column, in either descending and ascending order. To do this, click once on the
desired title for descending sort, and twice for ascending sort. Once the table is sorted, an arrow symbol will appear close
to the title, so you know on which column it was sorted last. As the sorting is done on the client machine, it may take a
while with very large tables.

If the call is ongoing and you have the special grants to do so, a red scissor icon might appear next to the call status to
allow for brute-force call closure. See the section the section called “Closing ongoing calls” [357] for further details.

Detall of IVR calls

IVR calls, that is calls that were handled without being queued, can be displayed through the pop-up linked to the the
section called “ODO04 - IVR details (paged)” [76] data block. The contents are very similar to the information displayed for
taken or lost calls, though the only information currently tracked are call IVR events, DID and caller-id.
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Chapter 3. Report Details

Reports can be fully configured by deciding which of the following blocks shall be included in each - see Configuring
reports the section called “Configuring reports” [239]. The default report already includes all common blocks.

Historical reports - Answered calls

OKO1 - All calls

All calls

All calls

M. calls answered by operalons a1

Average cal length; G00s
M call lengih: .
Max call lengen: =3
Teanl aull fesgs 138 H

Ayvarage call waling lima: 133 8.
et ity Btk x10
Mg waiting B [
Toaal waiting fime: 10H

Average indial position 0.0
M initial possition [
MExw ratial posimon [+
Caviagh 0.o%

¥ Export as. &] || <

The answered calls section deals with calls that were correctly handled by agents. The top panel shows:

How many calls were handled;

The average call length (i.e. time the caller spends talking to an operator);

The maximum and minimum call lengths recorded for the given time period,

The total call length (for all calls on all operators);

The average call waiting time (i.e. the time a caller was waiting on a queue before being connected to an operator).
The minimum and maximum call waiting times on record

The total waiting time for all handled calls.

The average initial position of the call in the queue

The minimum and maximum initial queue positions that have been detected

The queue position coverage: as this information is not tracked for all calls, this ratio shows the average number of
calls that had queue position record.

Available since [1.6.0

Default page Answered calls
Shortcut code |OKO1

API block name |OkDO.RiassAllCalls
Parameters

See also
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OKO2 - Calls fully within the given time interval

M. calls answened by operalos
Aoprage callmragh

e wege
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Arvanige call miding boa
i worg ow

Man mileg e

Teusl wanng s
Avvefige nal pealion
M Adal pmader

[P —
Cowge
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Calls fully within the given time interval

Calls Tally within thi ghven Gme intedal

B9
Hie

Ehi
123e
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The answered completed calls section deals with calls that were correctly handled by agents. This is similar to
what'’s reported on previous panel but may exclude calls that were started before or terminated after the given

time frame.

Available since 1.6.0
Default page Answered calls
Shortcut code OKO02

API block name

OkDO.RiassFullyWithin

Parameters

See also

OKO1 - All calls

OKO03 - Agents on queue

lAgents on queue

Tt call  Arsvags
Lo call tiwa
o .

T 19
Y

This report shows which agents have been available for the given queue, how many calls each one handled and the
percentage of all calls that each one handled.

If calls are connected directly to a phone terminal, QM tries its best to show the corresponding terminal, usually in the
format used by Asterisk, like "SIP/303" to signify a SIP phone whose number is 303.

If you connect to H.323 telephones via the OH323 module, the recorded channel names have no meaning and do not
refer to a specific terminal; that’s why all OH323 calls are grouped together under the label "OH323/-".

The pie graph shows which agents have been available for the given queue representing the percentage of all calls that

each one handled.

OKO04 - Service level agreement
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Available since

1.6.0

Default page

Answered calls

Shortcut code

OKO03

API block name

OkDO.AgentsOnQueue

Parameters

See also
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Service level agreement

) a0 s 60 70 B0 80 00 110 120

Answar H. Calls Delta Percent OF Offered ...

Within 5 seconds: n B.5% 35.4%
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Vighin 15 seconds: 45 OF TE% G0
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Vithin 100 seconds: 48 o 100.0% 62.2% I ——
Vithia 110 seconds: 5 [ 100,0% B2I%

Vithin 120 seconds: 45 o 100.0% 2%

¥ Exgort as... i) (5] &)

This report shows the distribution of call waiting times. It shows how many calls were answered within a given time frame,
usually 120 seconds in 10 second increments (the time frame and increment can be modified by the administrator, if
needed - see below).

You get a percentage of how many calls were answered within X seconds; the percentage includes calls answered in a
shorter time frame and therefore grows with time.

The "delta" value you see is the absolute increment, expressed in number of calls, between each time frame, while the
"Offered" column displays the result of the taken calls divided by the total taken plus the total lost.

This metric is computed only on answered calls, i.e. ignoring lost calls . If your SLA is defined in terms of taken and lost
calls, see the corresponding metrics "Inclusive SLA" on the section called “Inclusive Service Level Agreement” [36].

The graph reports the percentage of how many calls were answered within X seconds, as reported in the table.

Since 1.6.2, it is possible to configure the time frame and increment separately for an initial period and the rest of the
interesting period; in this way it is possible to have different breakdowns, e.g. every 5 seconds up to 20 seconds and
every 10 seconds up to 120 seconds. See the section called “Configuring system preferences” [257].

For example, by setting:
e initial_interval=5 and max_initial_interval=20
e interval=10 and max_monitored_delay=60

You get the following cutoff points: 5, 10, 15, 20, 30, 40, 50, 60 seconds
By setting:

e initial_interval=3 and max_initial_interval=3

e interval=5 and max_monitored_delay=60

You get the following cutoff points: 3, 5, 10, 15, 20, 25,... seconds By setting

e initial_interval=0 and max_initial_interval=0
e interval=10 and max_monitored_delay=120

Page 41 of 133 0455-0227 Rev A



You get the default cutoff points: 10, 20, 30, 40, 50, 60, 70, 80, 90, 100, 110 and 120 seconds

Available since |1.6.0
Default page Answered calls
Shortcut code |OK04

API block name

OkDO.ServicelLevelAgreement

Parameters

See also

UN18 UNO7 UNO6

OKO5 - Disconnection causes

Cauia
Sgrn] dmprorepciel

L=
Gmgomg ol
Trerafered
FExpot o &

Disconnection causes
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+ - (17,1 —
b LY
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This report shows the reason why calls were terminated; this means that:

The agent hung up, or
The caller hung up, or

The graph reports the percentage values associated to the reason of why calls were terminated, as calculated in the table.

The call was transferred outside the queue and the agent was freed again, or
The call was ongoing at the time the report was run.

Available since |1.6.0
Default page Answered calls
Shortcut code |OKO05

API block name

OkDO.DisconnectionCauses

Parameters

See also

OKO06 - Transfers

Transfers

Tranaler in
m

W Enpuint 4. =

This graph shows how many calls were transferred to each extension in the given time frame. This lets you know who is

handling exception calls.
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When a call is transferred outside the queue system, its length is no more recorded by the queue subsystem; therefore
you only get to see the length of the call while the agent was on line.

Available since |1.6.0

Default page Answered calls
Shortcut code |OKO06

API block name |OkDO.Transfers
Parameters -

See also

OKO7 - Answered calls, by queue
Answered calls, by queus

Cari H. Calls .
al -] 11

FExpoimn B

If more than one queue is in use for the report, this table shows the relative magnitude of each queue. The graph reports
the percentage associated to each queue in the table.

Available since |1.6.0

Default page Answered calls
Shortcut code |OKO07
API block name |OkDO.AnsweredcallsByQueue

Parameters -

See also
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OKO08 - Answered calls, by direction
Answered calls, by direction

THasC i W, Cally
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If more than one queue is in use for the report, this table shows the relative magnitude of each queue.

Inbound queues are marked with the symbol i while outbound queuesuse the symbol
The graph reports the percentage associated to each queue in the table.

Available since |1.6.0

Default page Answered calls
Shortcut code |OKO08
API block name |OkDO.AnsweredcallsByDirection

Parameters

See also

OKO09 - Answered calls, by stints
Answered calls, by stints

Marniant of Wit H. Calls
1 g1 155 5%

¥ Expist i 2 dr

This graph counts the distribution of multi-stint calls on selected queues. If multi-stint mode is not enable, all calls will have
only one stint.

Available since

1.6.0

Default page

Answered calls

Shortcut code

OKO09

API block name

OkDO.StintsOk

Parameters -

See also
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OK10 - Queue position

This graph shows the initial queue position that the calls had when they joined the queue. For example, a queue position
of 1 means that a call was first in line, of 5 means that a call had four other calls in line before being answered. As the

Queue position

Poalion of entei
Wil
¥ Enpiet 34

M. Call
Ll

logging of queue positions is a bit inconsistent, some calls might be missing it ("Untracked")

OK11 - IVR selection

Available since

1.6.0

Default page

Answered calls

Shortcut code

OK10

API block name

OkDO.QPosOk

Parameters

See also

IVR selection
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This graph shows the distribution of IVR selections available in the calls processed. We can also see the IVR duration

values, which is related to the time that the call was within the IVR before entering the queue.

This must be tracked manually in Asterisk - See "Configuring Asterisk for QueueMetrics" below.
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Available since |1.6.0

Default page Answered calls
Shortcut code |OK11

API block name |OkDO.IvrOk
Parameters -

See also
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OK12 - DNIS used

DNIS used
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This graph shows the distribution of DNIS lines available in the calls processed.

This must be tracked manually in Asterisk - See "Configuring Asterisk for QueueMetrics" below.

OK13 - Music On Hold by Agent

Available since |1.6.0

Default page Answered calls
Shortcut code |OK12

API block name |OkDO.DnisOk
Parameters -

See also

Music-on-Hold by Agent

| Agent

| & sonnpoe o1
| & Bob smin (102)

Total
Events

4
2

Events per Total
Call Duration

Average
Duration

20 0:53 013
20 0:25 012

P Export as___ €] =] &)

This allows you to see the total number of Music on Hold (MOH) events per agent, how many MOH instances took place
throughout a call, the average and total duration of MOH events.

This must be tracked manually in Asterisk - See "Configuring Asterisk for QueueMetrics" below.

Available since [12.2.0
Default page Answered calls
Shortcut code |OK13
API block name |OkDO.MOHOk
Parameters -
See also
OK14 - Report Header
Report Header

Fargunl Mivimb
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This is the report header and will be added automatically on each tab on the screen and at the beginning of each session
in the PDF and Excel report export.

Available since |13.04.9

Default page Beginning of each page
Shortcut code |OK14

API block name |OkDO.HDRRpt
Parameters
See also HDRRpt

OK15 - Required Skills for Taken Calls

Skill Required N. Calls Percent Avg Wait Avg Talk Min vl Avg vl Max vl
English 2 100.0% 006 020 &0 B85 0
German 1 50,04 02 LA L] a0 an

This data block displays the skills that were required for taken calls in the current reports.

As multiple skills may be required for the same call, or some calls may have no required skill, the sum of all skills may be
significantly different from the number of calls.

For each skill, the average wait and talk duration of all calls having that specific skill is computed. Plus, the minimum,
average and maximum level at which this skill was requested for the specific set of calls is displayed.

Available since [15.10
Default page Answered calls
Shortcut code |OK15
API block name |OkDO.SkillsOk
Parameters -
See also UN19, UN20

Historical reports - Details of answered calls

ODO01 - Queue details
Queue details
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This page shows the detail of answered calls. See Chapter 5, Showing call details [59].

When running a report, it is advisable to use block the section called “OD03 - Queue details (paged)” [75] instead.

Available since |1.6.0

Default page Details of answered calls
Shortcut code  |ODO01

API block name |DetailsDO.CallsOK
Parameters -

See also the section called “ODO03 - Queue details (paged)” [75]

ODO02 - Add to export job
Espoart calla

B e e s iy i by |

This is a pseudo-block that is used to display a button for call export. The button may not be displayed if the user does not
have the correct grants. As it does not actually contain data, it cannot be queried over XML-RPC.

Available since |1.7.0

Default page Details of answered calls
Shortcut code |OD02
API block name

Parameters -
See also
ODO03 - Queue details (paged)
Details of answered calls
Date Caller  Queue IVR  Wait  Duration Pos. Disconnection  Handled by Attempts  Code  Stints  Srv  Tag Feat  Vars
04001 - 10:30:81 204 AZD] a:00 a: B38 1 Agent ‘3 JoknDoe(i0l) 1 i o a :I.
04001 10:34:09 204 A3 a: aa w3 1 Agent Slpraooenon 1 sale 2 o -4
0401 - 103528 204 A3 a:0 s =06 1 Agent & JohnDoe(i0) 3 ES o _.I.-
01 123501 208 w0 095 am LT Agent Slahageenon 1 sale TVADcopy2 1 ] 2
D01 - 185632 208 a3 003 02 el Agent Sjahaos o) 1 dre TWADespy3 1 ] 2\
0400 - 150837 204 A0 0 o o2 1 Agen Sjahntoenion 1 u ] 2
04807 - 1510054 204 A i 10 43 Cater -_' Ban Smizh (102) 1 o o _J‘
401 - 15:52:21 204 a3 0:00 00 o7 1 Agern slpr20s 1 [} ] St
n1 ssensg ane sy o nny P fan Tpok coope paam a a o

This page shows the paged detail of answered calls. See Chapter 5, Showing call details [59].

The details of calls are paged - so you can move back and forth - and you can control which columns will appear on
screen. The paged mode uses way less memory and is quicker to use than the full list as in the section called “ODO01 -
Queue details” [74].

When accessing the data source though XML-RPC or printing a report, it is mandatory to use the ODO1 block, as this
block is interactive and will not render correctly.
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Available since |13.03
Default page Details of answered calls
Shortcut code |ODO03
API block name

Parameters -

See also the section called “OD01
- Queue details” [74] and the section called “Configuring paged call lists” [247]

ODO04 - IVR details (paged)

VR call detalls

This block shows the paged detail of IVR calls. These are calls that did not hit a queue in the current report and thererfore
are reported as neither answered nor unanswered.

The details of calls are paged - so you can move back and forth - and you can control which columns will appear on
screen. The paged mode uses way less memory and is quicker to use than the full list as in the section called “ODO05 -
IVR details (full list)” [76].

When accessing the data source though XML-RPC or printing a report, it is mandatory to use the ODO05 block, as this
block is interactive and will not render correctly.

Available since |13.03

Default page Details of answered calls
Shortcut code |OD04

API block name
Parameters

See also the section called “OD05
- IVR details (full list)” [76]

ODO5 - IVR details (full list)
This block shows the paged detail of IVR calls. These are calls that did not hit a queue in the current report and thererfore
are reported as neither answered nor unanswered.

This block prints a complete list and should be used only for printing and XML-RPC querying.

Available since |13.03

Default page Details of answered calls
Shortcut code |ODO05

API block name |DetailsDO.CallsIVR
Parameters -
See also the section called “OD04 - IVR details (paged)” [76]
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ODO06 - Executive Summary

Executive Sumary

General Statistics
Taken Calls

Avg. elapsed time
Lost Calls

Total Calls

Total elapsed time
Caller Statistics
Short Calls

Unique Callers
Unique First Taken
Unigue First Lost
Unique Final Lost
Lost Calls Statistics

A

PExportas.. §£)

Executive Summary

<>

Executive Summary,

34

50

1594

This report provides a wealth of information regarding the situation in general. With a final focus on lost calls and
disconnection reasons. The information is the following:

General Statistics

Taken Calls

Avg. Elapsed Time
Lost Calls

Total Calls

Total Elapsed Time Caller Statistics

Short Calls

Unique Callers
Unique First Taken
Unique First Lost
Unique Final Lost

Lost Calls Statistics A list of disconnection reasons and the number of lost calls with each disconnection reason

Notes:

e The number of seconds needed for a call to be classified as long is dictated by the following configuration property:

default.shortcall_treshold = 30 If the property is not specified, it will deafault at 30.

Available since

17.06.16

Default page

Executive Summary

Shortcut code

0ODO06

API block name

DetailsDO.ExecutiveSummary

Parameters

See also

the section called “ODO06 - Executive Summary” [77]
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Historical reports - Unanswered calls

Unanswered calls are calls that were lost, i.e. the caller could not connect to an agent. This usually means that either the
caller hung up, fed up with waiting, or the queue system decided to discharge the caller, maybe sending him to voicemail
or another queue.

If you run a report with an agent filter, or a supervisor filter, or a location filter, the number of lost calls in the report is
usually zero, showing just outgoing calls, if any. This is because the agent is specified only for taken calls and not lost
ones, so not deleting them all would show, e.g., the taken call data for one single agent and the lost calls for all of the
gueue. You can override this behaviour through a configuration switch if you feel this is not correct for you.

UNOL1 - All calls

All calls
All calls
.of unanswered calls: 296
Ayverage wal time before dsconnection: 1008,
i it tem Baong SEBOIANBLTon 1310
it wait tirne befooe ducatnection 10
Total wait time before disconnection: 0&H

Average inttial pasition 1.0
Min initial position 1
kil il postion
Coveags 100.0%

Average gueus paston at dsconnechon: 1.0
Mlin Gusion pOSREN St ERlIAnREiEa 1
Mz guid podilien J% ddoatddtnn

b Expant as__ §%) |7 ¢

The report shows:
¢ How many calls were lost;
e The average waiting time before disconnection;
e The average queue position at disconnection (i.e. how many calls the queue had to dispatch before connecting the
caller to an operator).
e The minimum and maximum wait times
e The minimum and maximum queue position at disconnect.
¢ The average, minimum and maximum initial queue position, and the coverage given for this computation

Available since |1.6.0

Default page Unans.

Shortcut code  |UNO1

API block name |KoDO.ReportKoAll
Parameters

See also

UNO2 - Calls fully within the given time interval
Calls fully within the given time interval

Calls fully within tho glven timo ntereal
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The unanswered completed calls section deals with calls that were lost. This is similar to what's reported on previous
panel but may exclude calls that were started before or terminated after the given time frame.

Available since |1.6.0

Default page Unans.

Shortcut code  |UNO02

API block name |KoDO.ReportKoFully
Parameters

See also

UNO3 - Disconnection causes
Disconnection causes
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This report shows the relative magnitude of disconnection causes that are:
e The caller hung up, or

e The queue timed out and discharged the caller (if this feature is enabled by the queue configuration - see Chapter
18, Configuring Asterisk for QueueMetrics [345]), or
¢ The caller exited the queue by pressing a key (if this feature is enabled by the queue configuration).

Available since |1.6.0

Default page Unans.

Shortcut code  |UNO3

API block name |KoDO.DiscCauses
Parameters

See also

UNO4 - Unanswered calls, by queue
Unanswered calls, by queue

Duus H, Calla
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If more than one queue is in use for the report, this graph shows the relative magnitude of each queue, either in a
numerical than in a graphical form.

Page 52 of 133 0455-0227 Rev A



Available since |1.6.0

Default page Unans.

Shortcut code |UNO04

API block name |KoDO.UnansByQueue
Parameters

See also

UNO5 - Unanswered outbound calls, by agent
Unanswered outbound calls, by agent
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This graph shows the relative magnitude of unanswered outbound calls, grouped by agent.

Available since |1.6.0

Default page Unans.

Shortcut code  |UNO5

API block nhame |KoDO.OutboundKo
Parameters -

See also

UNO6 - Unanswered calls - distribution by length
Unanswered calls - distribution by length
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This report is functionally equivalent to "Service level agreement"” in the Answered calls section (see the section called
“Service level agreement” [32]), but is computed on lost calls. It shows how many calls were hung up within a given time
frame, usually 120 seconds in 10 second increments (the time frame and increment can be modified by the administrator,
if needed - see the section called “OKO04 - Service level agreement” [68]).

You get a percentage of how many calls were lost within X seconds; the percentage includes calls lost in a shorter time
frame and therefore grows with time.

The "delta” value you see is the absolute increment, expressed in number of calls, between each time frame, while the
"Offered" column displays the result of the taken calls divided by the total taken plus the total lost.
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The graph reports the percentage of how many calls were not answered within X seconds, as reported in the table.

Available since |1.6.0
Default page Unans.
Shortcut code |UNOG6

API block name |KoDO.UnansBylLen

Parameters -

See also

UNO7 UN18 OKO04

UNO7 - Inclusive SLA (computed on both answered and unanswered calls)

Inclusive SLA (computed on both answered and unanswered calls)
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The inclusive SLA corresponds to the Service Level Agreement metrics shown on the section called “Service level

agreement” [32], with the difference that it is computed taking into consideration both answered and unanswered calls.

The difference between UNO7 and UN18 is that the number of calls in UN18 is only the number of taken calls within the

given answer period, while in UNO7 it is the total number of taken and lost calls within the time period.

The graph reports the same information found in the table, but in a graphical way.

The time frame and increment can be modified by the administrator, if needed - see the section called “OK04 - Service

level agreement” [68].
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Available since |1.6.0
Default page Unans.
Shortcut code UNO7

API block name

KoDO.InclusiveSLA

Parameters

See also

OKO04 UNO06 UN18 (Inclusive Answered SLA)
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UNO8 - Unanswered calls by key press
Unanswered calls by key press
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If there are any calls that are were set unanswered because the caller pressed a key to exit the queue, this graph shows
which keys were pressed and how many calls were terminated for that reason.

Available since |1.6.0

Default page Unans.
Shortcut code  |[UNO8
API block name |KoDO.ReportKoKeyPress

Parameters -

See also

UNO9 - Unanswered calls, by stints
Unanswered calls, by stints
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This graph tells the stint distribution of unanswered calls. It corresponds to the graph called "Answered calls, by stints".

Available since |1.6.0

Default page Unans.
Shortcut code  |UN09

API block name |KoDO.StintsKo
Parameters -

See also

UN10 - All calls, by stints

All calls, by stints
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This graph tells the stint distribution of all processed calls. It corresponds to the sum of the graphs called "Answered calls,
by stints" and "Unanswered calls, by stints"
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Available since |1.6.0

Default page Unans.

Shortcut code  |UN10

API block name |KoDO.StintsOkKo
Parameters -

See also

UN11 - Enter queue position

Enter queue position
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This graph shows the initial queue position that the calls had when they joined the queue. For example, a queue position
of 1 means that a call was first in line, of 5 means that a call had four other calls in line before being answered. As the
logging of queue positions is a bit inconsistent, some calls might be missing it ("Untracked")

Available since [1.6.0

Default page Unans.
Shortcut code  |UN11

API block name |KoDO.QPosKo
Parameters -

See also

UN12 - Enter queue position for all calls
Enter queue position for all calls
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This graph shows the initial queue positions for both answered and unanswered calls.
Available since [1.6.0

Default page Unans.

Shortcut code  |UN12

API block name |KoDO.QPosOkKo
Parameters -

See also
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UN13 - IVR selection

IVR selection
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This graph shows the distribution of IVR selections available for lost calls.

We can also see the IVR duration values, which are related to the time that the call was within the IVR before entering the
queue.

This must be tracked manually in Asterisk - See "Configuring Asterisk for QueueMetrics" below.

Available since |1.6.0

Default page Unans.
Shortcut code  |UN13

API block name |KoDO.IvrKo
Parameters -

See also

UN14 - IVR selection, for all calls
IVR selection, for all calls
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This graph shows the distribution of IVR selections for all calls (taken and lost) available in the report.

Available since |1.6.0

Default page Unans.
Shortcut code |UN14

API block name |KoDO.lvrOkKo
Parameters
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UN15 - DNIS used

DNIS used
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This graph shows the distribution of DNIS lines that lead to lost calls.

This must be tracked manually in Asterisk - See "Configuring Asterisk for QueueMetrics" below.

Available since |1.6.0

Default page Unans.
Shortcut code  |UN15

API block name |KoDO.DnisKo
Parameters -

See also

UN16 - DNIS used, for all calls
DMIS used, for all calls
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This graph shows the distribution of DNIS lines for all calls (taken and lost) available in the report.

Available since |1.6.0

Default page Unans.
Shortcut code |UN16
API block name |KoDO.DnisOkKo

Parameters -
UN17 - Call Overview
Call Gverview
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The answered calls section deals with calls that were correctly handled by agents.
For each queue included in the report, the following data will be shown:

Calls offered: total number of calls in the period to hit that queue

Calls answered: total number of answered calls

Lost calls: total number of calls that have not been answered

Average call length: it computed only on the talk time of answered calls, expressed as MM:SS
Total call length: the total cumulate speak time for each queue, expressed as decimalized hours
Average wait Q: the average wait time for both answered and lost calls
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e Total wait Q: total cumulate wait time for answered and unanswered calls, expressed as decimalized hours

In the first line, there is a "Total" line, that sums up the values shown in previous lines. The following lines are sorted
according to the number of offered calls.

Available since |1.6.1.1

Default page Unanswered calls

Shortcut code UN17

API block name |KoDO.OverviewOkKo

Parameters -

See also

UN18 - Inclusive Answered SLA
Inclusive Answered SLA
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The inclusive SLA corresponds to the Service Level Agreement metrics shown on the section called “Service level
agreement” [32], with the difference that it is computed taking into consideration both answered and unanswered calls.

The difference between UNO7 and UN18 is that the number of calls in UN18 is only the number of taken calls within the
given answer period, while in UNO7 it is the total number of taken and lost calls within the time period.

The graph reports the same information found in the table, but in a way that is easier to read.

The time frame and increment can be modified by the administrator, if needed - see the section called “OK04 - Service

level agreement” [68].
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Available since |1.6.1.2
Default page Unans.
Shortcut code UN18

API block name

KoDO.InclusiveAnswSLA

Parameters

See also

UNO?7 (Inclusive SLA) UN06 OK04

0455-0227 Rev A



UN19 - Required Skills for Lost Calls

Skill Required N. Calls Percent Avg Wait Avg Talk Min Ivl Avg vl Max Ivl
German 1 100.0% 0:20 0:00 30 30 30
Italian 1 100.0% 0:20 GO0 70 70 70

This data block displays the skills that were required for lost calls in the current reports.

As multiple skills may be required for the same call, or some calls may have no required skill, the sum of all skills may be
significantly different from the number of calls.

For each skill, the average wait duration of all calls having that specific skill is computed. As lost calls never have any talk

time, it always appears as 0:00 and is displayed for symmetry with blocks OK15 and UN20.

The minimum, average and maximum level at which this skill was requested for the specific set of calls is displayed.

Available since |15.10

Default page Unans.

Shortcut code |UN19

API block name |KoDO.SkillsKo

Parameters -

See also UN20, OK15

UNZ20 - Required Skills for All Calls
| Englishi

skill Required N. Calls Percent Avg Wait Avg Talk Min Ivl Avg vl Max vl
English 2 66.7% 0:06 020 &0 65 70
German 2 66.7% o1 005 30 60 S0
Italian 1 333% 020 000 70 70 70

This data block displays the skills that were required for all calls in the current reports.

As multiple skills may be required for the same call, or some calls may have no required skill, the sum of all skills may be

significantly different from the number of calls.

For each skill, the average wait and talk duration of all calls having that specific skill is computed. Plus, the minimum,
average and maximum level at which this skill was requested for the specific set of calls is displayed.

Page 60 of 133

0455-0227 Rev A



Available since |15.10
Default page Unans.
Shortcut code UN20

API block name

KoDO.SkillsOkKo

Parameters -
See also UN19, OK15
Historical reports - Details of unanswered calls
UDOL1 - Detail of unanswered calls
Detail of unanswered calls
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This page shows full details of unanswered calls the section called “Detail of unanswered calls” [63].
In general this data block should not be used in reports but block the section called “UDO2 - Lost calls (paged)” [90]
should be preferred.
Available since |1.6.0
Default page Details of unanswered calls
Shortcut code |UDO1
API block name |DetailsDO.CallsKO
Parameters -
See also the section called “UDO02 - Lost calls (paged)” [90]
UDO2 - Lost calls (paged)
Details of unanswered calls
Date Agent Caller Quaue Disconnection Position IVR Wait Pos. Attempts Coda Koy Stints Srv Tag Foat Vars
00 - i1 I A300 dbardarn 1 2:00 g ] ] '] ‘_’
DDl - §(s25:84 2 A300 Abardor 1 =00 ;1 a o L] 4
040 - 10:33:55 264 AJCD Abardor 1 =00 s 1 1 o L] =1l
D400 - 145:54:07 203 AJCQ Abarclon 1 =10 @15 1 a TfADcapyd 0 L] ‘:<a=
D400 - 125555 2m A303 dbanddan 1 £:02 LA | o TFADcapy3 0 L] ‘:s
D00 = 12:50:07 am A30Q Abanadan 1 03 o0z 1 o TFADcopy3 0 L] _’
D2 = 12:03:3 P AdCG Abardan 1 [5] I 1 ] o L] E
0200 - 15:55:23 fle ] 2300 Abardan 1 03 380 '] T aDespyd 0 L] “_.’-
O400F - §1:45-59 204 A0 Ahardne 1 000 00 1 il 0 (1] 4

This page shows the paged detail of unanswered calls. See Chapter 5, Showing call details [59].

The details of calls are paged - so you can move back and forth - and you can control which columns will appear on
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screen. The paged mode uses way less memory and is quicker to use than the full list as in the section called “UDOL1 -
Detall of unanswered calls” [89].

When accessing the data source though XML-RPC or printing a report, it is mandatory to use the UDO01 block, as this
block is interactive and will not render correctly.

Available since

13.03

Default page

Details of unanswered calls

Shortcut code

ubD02

API block name

Parameters

See also

the section called “UD01

- Detail of unanswered calls” [89] and the section called “Configuring paged call lists”
[247]

Historical reports - Area code analysis

ACOL1 - Area code report

Area code report

Number of ELD digis 1o search 13 ot
Saerting fram posben 1 -

Search

¥ Export as... i) 7| &

If the Caller*ID is present, it is possible to break down both answered and unanswered calls to specific area codes by
clicking on the "Area code analysis" button.

By selecting a number of caller id digits to search upon and a starting digit position, you get a number of statistics grouped

by area codes.

This report gives an immediate check of the geographical origin of calls handled by your call center.

Available since

1.6.0

Default page

Area code analysis

Shortcut code

ACO1

API block name

AreaAnDO.Setup

Parameters

See also

ACO2 - Detail for answered calls
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This report shows the answered calls grouped following the rules defined in ACO1 - Area code report.

Available since |1.6.0

Default page Area code analysis
Shortcut code |ACO02

API block name |AreaAnDO.CallsOK
Parameters -

See also ACO01 - Area code report

ACO3 - Detail for unanswered calls
Detail for unanswered calls
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This report shows the unanswered calls grouped following the rules defined in ACO1 - Area code report.

Available since |1.6.0

Default page Area code analysis
Shortcut code |AC03

API block name |AreaAnDO.CallsKkO
Parameters -

See also ACO01 - Area code report

ACO04 - Frequent Area Codes
Frequent Area Codes

Frequent Ares Codis

Frofix N.of Callers  Total Calls  Taken calls % of Taken Calls Lost calls Taotal Duration AVE. Duration
on 1 15 15 100,0% o 10003 41
020 1 E] 3 100,05 o o] ;15
or4 z 17 15 =1 2 2 37
oty 1 1 1 100 i 4 k14
13 1 1 1 100,0% 0 o 008
ar ] 13 11 E40% 2 &4 k34

¥ Exporm as SRS

This report shows detailed information regarding different Area Codes. We take into account the quantity and quality of
calls related to different areas, by calculating the following information:

Prefix

N. of Callers

Totale Calls

Taken Calls

% of Taken Calls

Lost Calls
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e Total Duration
e Avg. Duration

Available since 17.06.16

Default page Area code analysis

Shortcut code ACO04

API block name AreaAnDO.FrequentAreaCodes
Parameters -

See also ACO1 - Area code report

Historical reports - Distributions

When running an inbound call center, it is very important to determine the reason why a call is delayed: are your clients
refusing to answer? Did they forget to log off before leaving their workplace? The inbound ACD call attempts metrics try to
answer to these questions.

As these metrics are not usually recorded by Asterisk, you'll have to patch and recompile your Asterisk system in order to
gather them - see the section the section called “Enabling ACD call attempts recording on Asterisk 1.0 and 1.2" [349]. If
you do not do so, the metrics presented here will always appear zeroed out. With Asterisk 1.4, this feature should be
automatically enabled with no need to patch the source code.

ATO1 - Inbound ACD call attempts

Inbound ACD call attempts

Todal ACD attempts s2nt 10 Op&ratng: 1,113
Taken calls
AvErE atempts: 13
Mn atiempts: 19
Meax attempas: 1]
Tats! attempts k]
Lost cals
Average attempls. 12
W pitemrty. 12
Max wiwmpts 19
Total amampts: 230

¥ Export as... £ o

This page shows the following pieces of information:
¢ How many agent attempts were made, i.e. how many times the agent’s telephones were rung in total
e The average number of attempts that were necessary for a taken call; the minimum, maximum and total attempts
made that resulted in a taken call
e The average number of attempts that were necessary for a lost call; the minimum, maximum and total attempts
made that resulted in a lost call

Available since |1.6.0

Default page Distrib.

Shortcut code |ATO1

API block name |DistrDO.ReportAcd
Parameters -

See also
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ATO02 - ACD attempts by queue

IACD attempls by queus
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The following metrics are extracted and broken down by queue:

N. of lost agent attempts (i.e. the agent was called but not responding)
The average ring time for lost attempts

The total ringing time for lost calls

The number of taken agent attempts (i.e. calls answered)

The average ring duration for taken calls

The total ring time for taken calls

Available since [1.6.0
Default page Distrib.
Shortcut code |AT02
API block name |DistrDO.AcdByQueue
Parameters -
See also
ATO3 - ACD attempts by terminal
[ACD attempts by terminal
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This graph breaks down agent attempts by the agent that was called. The following pieces of information are extracted for
each agent:

N. of lost agent attempts (i.e. the agent was called but not responding)

The average ring time for lost attempts

The total ringing time for lost calls

The number of taken agent attempts (i.e. calls answered)

The average ring duration for taken calls

The total ring time for taken calls
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Available since |1.6.0
Default page Distrib.
Shortcut code |ATO3

API block name

DistrDO.AcdByTerminals

Parameters
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Historical reports - Call distribution by day

The call distribution report shows when calls were handled, when calls were lost and the average wait times broken down

by period.

All percentages are calculated on the call class they belong to, i.e. a 50% of "Unanswered calls" on one day means that

50% of all unanswered calls for the period happened during that day, not that 50% of calls were lost.

For each metrics, the total number of calls is shown, together with average, minimum and maximum times. Graphs are

plotted on the total number of calls broken down and on the averages.

It is possible to change the interval in the Hourly graphs, so that you can have reports break down calls
e.g. by half-hours or hour quarters, by changing a value in the QueueMetrics master configuration file.

DDO1 - Answered call distribution per day
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Answered call distribution per day

Taken calls are shown per specific day. Days with no events are not shown.

Available since

1.6.0

Default page

Call distribution, by day

Shortcut code

DDO1

API block name

CallDistrDO.AnsDistrPerDay

Parameters

DDO02 - Answered call wait time per day
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Answered call wait time per day

The total numbers of call wait time for answered calls are plotted for each day.

Available since

1.6.0

Default page

Call distribution, by day

Shortcut code

DD02

API block name

CallDistrDO.AnsWaitPerDay

Parameters

See also
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DDO03 - Unanswered call wait time per day

Unanswered call wait time per day

:Lnl- — |r-mm‘_h = u—-i Ihll- L
The total numbers of lost wait time for lost calls are plotted for each day.
Available since 1.6.0
Default page Call distribution, by day
Shortcut code DDO03

API block name

CallDistrDO.UnansWaitPerDay

Parameters

DDO04 - Sales per day

Sales per day
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Sales and contacts are shown on a daily basis.

Available since |1.6.0
Default page Call distribution, by day
Shortcut code  |DD04

API block name

CallDistrDO.SalesPerDay

Parameters

DDO5 - Schedule Adherence per day

Dhary Agents
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Schedule Adherence per day

The Schedule Adherence report shows the number of distinct agents that were detected during the given period. This

makes it possible to detect the number of different people that had been working on a given moment.

Available since 1.6.0
Default page Call distribution, by day
Shortcut code DDO05

API block name

CallDistrDO.StaffPerDay

Parameters
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DDO06 - Queue length per day

Queue length per day
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The Queue Length report shows the average length of the queue for each period, giving minimums and maximums. The
Steps computation shows how fast each queue progresses during the period, expresses in steps per hour. Note: giving a

meaning to the Queue Length reports may be hard in the case of composite queues.

DDO7 - Inclusive SLA per day

The inclusive SLA corresponds to the Service Level Agreement metrics shown on the section called “Service level

Available since

1.6.0

Default page

Call distribution, by day

Shortcut code

DDO06

API block name

CallDistrDO.QPosPerDay

Parameters

Inclusive SLA per day

™ B W Mem AW AN 4
= B i

Pt

B e O T T T T = T ST T -y

agreement” [32], grouped by day.

Available since

1.6.0

Default page

Call distribution, by day

Shortcut code

DDO7

API block name

CallDistrDO.InclSlaPerDay

Parameters

DDO08 - Traffic Analysis by period - per day

Traffic Aralysis by pericd - per day

This report shows aggregate inbound/outbound activity per day.

o Date: the date, hour or day of week used for the report.

e Avg agents: the average number of agents, as calculated by agents logged in for each period versus the total
period. E.g. if an agent logs in at 10:00 and logs off at 11:30, and a second agent logs in at 10:15 and logs off at
11:00, the period for 10:00 to 10:30 will show 1.5 available agents.

Avg calls/agent: number of INCOMING calls (answered+unanswered) per period versus average available agents
Service level: the SLA (see below), computed on INCOMING calls only

Unans: Lost calls (INCOMING only)

Unans short: Lost calls below X seconds (INCOMING only, as a percentage of all calls)

Avg out: number of OUTGOING calls (completed and lost) per period versus number of available agents
Out/in: ratio of outbound to inbound

Avg ans. Average answer time (for INCOMING only)

Avg talk time: Average talk time (for INCOMING only)

Max wait ans: Maximum answer time in period (for INCOMING only)

Max wait lost: Maximum wait time for lost calls in period (for INCOMING only)

Max duration: Maximum talk time in period (for INCOMING only)

Max duration OUT: Maximum talk time in period (for OUTGOING only)
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e N. offered: Total number of INCOMING calls

¢ N Answered: Total number of answered INCOMING calls

¢ N Answered out: Total number of answered OUTGOING calls

¢ Min Agents: minimum number of agents logged on for the period
¢ Max Agents: maximum number of agents logged on in the period

The Service Level is measured against a time period that is specidfied in the default.secondsServicelLevel parameter
(default is 20, as to say "percentage of calls answered within 20 seconds").

Short calls are defined as being shorter than the default.shortCallsLimit parameter - default is 5 seconds.

Available since 1.6.04

Default page Call distribution, by day
Shortcut code DDO08

API block name CallDistrDO.TrafficAnPerDay
Parameters -

See also DHO08, DW08

DDO09 - Skill sets per day
This report shows the unique sets of skills during a specified time period.
Skills per Day

2016 1,745 an 1,785 56.8% 3 0 9

2016 M 26 737 53.9% 0 o o o

The report is computed out of all calls in the current analysis. Time bands are set as for the current report (system
property that can be overridden and is "remembered" across sessions; can be reset through the Custom Reports page).
The SLA is set for a queue (or set of queues to be reported on at once) though the parameter "Service Level Agreement"
on the Queue configuration page; if missing, the default value is taken from the property sla.max_initial_delay.

Each call is grouped into a "bucket" based on skills found; skills are sorted by Skill Sort Weight in order to create unique
buckets for each permutation. Only buckets with at least one call are added to the report. Buckets are displayed with
codes correctly decoded. To change the order of how the skills appear inside each bucket, make sure to adjust the Skill
Sort Weight field in the Agents Skill editor. Skills with a lower sort weight are positioned before skills with higher sort
weight. If two skills have the same sort weight, they are sorted alphabetically based on their description.

For example, a call with skills “inv en fix” is set to a bucket “en fix inv”, that is a separate bucket from

e.g. “en fix” but is is the same as “en inv fix” . Such a call is displayed in a column named “English Fix Invoice”,
where the names are based on the descripitions used for skills, sorted by the skills' sort weight.

The report shows the following columns:
e Time Slot: a call is banded in a time slot based on the time it is queued
e Answered calls: Total number of answered calls for this slot
e Unanswered calls: total number of lost calls for this slot
e Num: Total Answered + Unanswered
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e Within SLA Xsec: the number of calls answered within X seconds divided the total number of calls offered
(answered+lost)
e "bucket": the total number of calls (taken+lost) that belong to this bucket

As the report may be very large, if you export it to PDF it may be cut on the right side. XLS report works without problems
instead.

Available since [16.10.11

Default page Call distribution, by day
Shortcut code |DDO09

API block name |CallDistrDO.SkillsPerDay
Parameters
See also DHO09, DW09
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DD10 - Detail Summary
This reports shows the number of taken and lost call by day.

Detail Summary Dom

\Detail Summary Dom
Day Taken Calls Lost Calls N. of Calls
2018-01-15 7 1 8
2018-01-16 4 0 4
2017-11-14 5 0 5
2018-01-10 27 3 30
2018-01-12 3 0 3
P Export as T = e

This report comes in three versions that show the number of calls in different time slices. The available period of times
are:

e Hourly [DH10]

¢ Days of the week [DW10]

e Days (with date) [DD10]

The information is the following
e Taken Calls
¢ Lost Calls
e N. of Calls

Available since [17.06.16

Default page Detail Summary, by day
Shortcut code |DD10

API block name |CallDistrDO.DetailSummaryDom

Parameters -
See also DH10, DW10

Historical reports - Call distribution by hour
Events are shown on a 24-hour distribution. If this graph appears to be incorrect, you have to run a "Custom report"
setting the time zone accordingly (see the section called “Custom reports” [24]).

DHO1 - Answered call distribution per hour
IAnswered call distribution per hour
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The total numbers of call lengths for answered calls are plotted for each hourly interval. The size of hourly intervals can be
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controlled by the default.hourly_slot configuration property, making it possible to run this reports based on 30-minute, 20-
minute or 15-minute intervals.

Available since |1.6.0

Default page Call distribution, by hour
Shortcut code |DHO1

API block name |CallDistrDO.AnsDistrPerHr
Parameters -

DHO2 - Answered call wait time per hour
Answered call wait time per hour
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The total numbers of call wait time for answered calls are plotted for each hourly interval. The size of hourly intervals can
be controlled by the default.hourly_slot configuration property, making it possible to run this reports based on 30-minute,
20-minute or 15-minute intervals.
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Available since |1.6.0

Default page Call distribution, by hour
Shortcut code |DHO02

API block name |CallDistrDO.AnsWaitPerHr
Parameters -

DHO3 - Unanswered call wait time per hour

Unanswered call wait time per hour

Haur Hum Unanswered calls Avy Min Max Avyg wait

00 12 4.5% @10 o1 0:10 OO ———
00:30 12 4 G, T ——— [:R0] 010 0:10 e —
01:00 12 4 G, T —— 10 0:10 010 ——
01:30 12 4,59, (3] o1 ;70—
0200 12 4.5% o.10 010 L T —————
030 12 4.5% R0 010 010
03:00 12 4.5 T —— o 010 (10 O ——
0330 12 4 G, S —— (R0 010 [ 10—
04:00 12 4.5% R0 [R1] L ———
0430 12 3 5 S —— o0 010 (U1
05:00 12 4R —————————— 010 o0 L) —
05:30 12 5T — 010 10 [0 e —————
06:00 12 5% ————————— 010 010 [ —————
08:30 12 4T —— R0 (R[] (][ ————————
o700 12 4 G P ————————— 010 10 [0  ———
o730 12 4 ST —— 10 [R1] (][ S ———
08:00 12 o o, 010 010 [ 1 e ———————
08:30 12 4 SO S —— ofo 010 (.1
08:00 12 4.5% o110 010 o10

0930 12z 45% «10 010 010

10:00 12 4.5% a:10 010 010

10:30 12 4.5% 10 010 o:10

1eom nos s

The total numbers of call lengths for unanswered calls are plotted for each hourly interval. The size of hourly intervals can
be controlled by the default.hourly_slot configuration property, making it possible to run this reports based on 30-minute,
20-minute or 15-minute intervals.
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Available since |1.6.0

Default page Call distribution, by hour
Shortcut code  |DHO03

API block name |CallDistrDO.UnansWaitPerHr
Parameters -

DHO4 - Sales per hour

Sales per hour
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The total numbers sales and contacts are plotted for each hourly interval. The size of hourly intervals can be controlled by
the default.hourly_slot configuration property, making it possible to run this reports based on 30-minute, 20-minute or 15-
minute intervals.

Available since |1.6.0

Default page Call distribution, by hour
Shortcut code |DHO04

API block name |CallDistrDO.SalesPerHr
Parameters -

DHO5 - Schedule Adherence per hour

Schedule Adherence per hour

Hour Agents
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The Schedule Adherence report shows the number of distinct agents that were detected during the given period. This
makes it possible to detect the number of different people that had been working on a given moment.
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Available since |1.6.0

Default page Call distribution, by hour
Shortcut code |DHO05

API block name |CallDistrDO.StaffPerHr
Parameters -

DHO6 - Queue length per hour

Queue length per hour

Hour Avg Wim Max Cover.  Steps
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The Queue Length report shows the average length of the queue for each period, giving minimums and maximums. The
Steps computation shows how fast each queue progresses during the period, expresses in steps per hour. Note: giving a
meaning to the Queue Length reports may be hard in the case of composite queues.

Available since |1.6.0

Default page Call distribution, by hour
Shortcut code |DHO06

API block name |CallDistrDO.QPosPerHr
Parameters -

DHO7 - Inclusive SLA per hour

Inclusive SLA per hour
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ezos S e e e e s
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The inclusive SLA corresponds to the Service Level Agreement metrics shown on the section called “Service level
agreement” [32], grouped each hour.

Available since |1.6.0

Default page Call distribution, by hour
Shortcut code |DHO7

API block name |CallDistrDO.InclSlaPerHr
Parameters -

DHO8 - Traffic Analysis by period - per hour

Traffic Analysis by period - per hour

Day Avgag Calls!  Svelvl Unans Unans Avg Outfin - Avg Avg Max Max Max Max Off. Ans, Ans. Min Max

Ag short out ans talk walt walt dur dur out out Ag. Ag.
ang lost
o0:00 10 oo 00% o [} oo 0.0% 000 000 0:00 000 000 o000 [’} [} 1 1
on:15 10 0.0 00% 0 [} 0.0 00% 0D 0:00 000 w00 000 [H ] [ [} 1 1
00:30 1.0 0.0 00% 0 0 00 00% 0D 0:00 0:00 ©00 0:00 000 0 0 o 1 1
00:45 0 0o 00% o ] oo 0.0% 000 000 0:00 000 000 [ [} ] 1 1
01:00 10 0.0 0.0% 0 (] 0.0 00% D0 .00 000 w00 000 w0 [ (] 1 1
0145 10 0.0 00% 0 [} 00 0o% 0D 0:00 0:00 (5] 0:00 o0 0 [ [} 1 1
01:30 10 0o 00% 0 o 0o 0.0% 0:00 0:00 0:00 000 0:00 o000 0 0 1 1

Distribution of calls and agent availability per hour (or interval you specified). The whole 24h are mapped out for ease of
comparison.

For a complete description of parameters, see DDO08 - Traffic Analysis by period - per day the section called “DDO08 -
Traffic Analysis by period - per day” [97]

Available since [1.6.0.4

Default page Call distribution, by hour
Shortcut code |DHO08

API block name |CallDistrDO.TrafficAnPerHr
Parameters -
See also DDO08, DW08
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DHO09 - Skill sets per hour
This reports shows the unique sets of skills during a specified time period.
Skills per Hour

Day Ans. Unans. Num Within Productl Productl Productl Productl Productl Productl Product|
SLA: english english english english english english english

10s. internet invaice invaice land mobile mobile moavie
technical land mobile others others technical technicg
01:00 0 ] ] - ] ] ] o 1} o
0500 7921 &57 8,378 51.8% 13 1 mn 5 17 15
0800 42610 2213 44E23 521% L] 10 103 42 160 7B
1300 4143 1EBD 4330 5306 40 7 a3 L] 129 &4
1700 18609 26083 21,212 41.1% 27 10 39 17 67 3B
2100 & 14 20 1508 ] 0 0 ] ] ]

FExportas. &) 0 o

For a complete description of parameters and behavior, see DD09 - Skill sets per day the section called “DD09 - Skill sets
per day” [98]

Available since [16.10.11

Default page Call distribution, by day
Shortcut code  |DH09

API block name |CallDistrDO.SkillsPerHour
Parameters -
See also DD09, DW09
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DH10 - Detail Summary
This report shows the number of taken and lost call by hour.

Detail Summary
Detail Summary
Hour Taken Calls Lost Calls N. of Calls
0:00 0 0 0
1:00 0 0 0
2:00 0 0 0
3:00 0 0 0
4:00 0 0 0
5:00 0 0 0
6:00 0 0 0
7:00 0 0 0
8:00 0 0 0
9:00 0 0 0
10:00 0 0 0
11:00 7 0 7
12:00 2 0 2
13:00 2 0 2
14:00 10 0 10
15:00 17 3 20
16:00 6 1 7
17:00 1 0 1
18:00 1 0 1
19:00 0 0 0
20:00 0 0 0
21:00 0 0 0
22:00 0 0 0
23:00 0 0 0
» Export as. SRS

For a complete description of parameters and behavior, see DD10 - Detail Summary by day the section called “DD10 -
Detail Summary” [99]

Available since [17.06.16

Default page Detail Summary, by hour
Shortcut code |DH10

API block name |CallDistrDO.DetailSummary

Parameters
See also DD10, DW10
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Historical reports - Call distribution by day of week

This report shows the weekly behaviour of your queues. The longer the analysis period, the more significant its results will

be.

DWO01 - Answered call distribution per day of week

Wnswered call distribution per day of week
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The total numbers of call lengths for answered calls are plotted for each day of the week.

Available since

1.6.0

Default page

Call distribution, by day of week

Shortcut code

Dwo01

API block name

CallDistrDO.AnsDistrPerDOW

Parameters

DWO02 - Answered call wait time per day of week

The total numbers of call wait time for answered calls are plotted for each day of the week.

{Answered call wait time per day of week
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Available since 1.6.0

Default page Call distribution, by day of
week

Shortcut code DWO02

API block name

CallDistrDO.AnsWaitPerDOW

Parameters

DWO03 - Unanswered call wait time per day of week

Unanswered call wait time per day of week
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The total numbers of call wait time for unanswered calls are plotted for each day of the week.

Available since [1.6.0
Default page Call distribution, by day of week
Shortcut code  |DWO03

API block name

CallDistrDO.UnansWaitPerDOW

Parameters

DWO04 - Sales per day of week

Sales per day of week
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The total numbers sales and contacts are plotted for each day of the week.

Available since 1.6.0

Default page Call distribution, by day of
week

Shortcut code DWO04

API block name

CallDistrDO.SalesPerDOW

Parameters

DWO05 - Schedule Adherence per day of week

The Schedule Adherence report shows the number of distinct agents that were detected during the given period. This
makes it possible to detect the number of different people that had been working on a given moment.
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Available since

1.6.0

Default page

Call distribution, by day of week

Shortcut code

DWO05

API block name

CallDistrDO.StaffPerDOW

Parameters
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DWO06 - Queue length per day of week
Queuve length per day of week
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The Queue Length report shows the average length of the queue for each period, giving minimums and maximums. The
Steps computation shows how fast each queue progresses during the period, expresses in steps per hour. Note: giving a
meaning to the Queue Length reports may be hard in the case of composite queues.

Available since

1.6.0

Default page

Call distribution, by day of week

Shortcut code

DWO06

API block name

CallDistrDO.QPosPerDOW

Parameters

DWO07 - Inclusive SLA per day of week

Inclugive SLA per day of waek

[ P ST T T T R T T TR BT T T T - ]

The inclusive SLA corresponds to the Service Level Agreement metrics shown on the section called “Service level

agreement” [32], grouped for each day of week.

Available since

1.6.0

Default page

Call distribution, by day of week

Shortcut code

DWO07

API block name

CallDistrDO.InclSlaPerDOW

Parameters

DWO08 - Traffic Analysis by period - per day of week
Traffic Analysis by period - per DOW

Day dvgag Cally  Svelvl Ussns Unaes Avgout Gutln Avg  Avg  Max  Max  Wax  Mox  OF  Aes.  Ans.  Mnfg, Max
A short ans talk walt  walt  dur dur out ot Ag
ens ot
- [ (ERRTT [ 66| am el | o3 &m | o eM | 66§
Towrnr TR ] G0 eF 0 oW B0 OW eM 000 @ 3 0
Wingesany " LT T ] a0 4 o o em 0w @0 o @ ] ]

Frurssey u 2 umwoe o Be  am  e®m  bm  em  ow  em oo 4 : s ' '
Fiicay 1] CLRN T ] BE AFS BE® 0o @60 oW @W 0w @ ’ ] ] ]
Samay ] TN [ BE  ARW  BE G ke am  em 6w 4 3 8 [ [
Sontey o1 CLI L ] 89 Arx B o ep)  oe ém 0% @ :

bExpotas ) @

Distribution of calls and agent availability per day of week.

For a complete description of parameters, see DDO08 - Traffic Analysis by period - per day the section called “DDO08 -
Traffic Analysis by period - per day” [97]
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Available since |1.6.0.4

Default page Call distribution, by day of week
Shortcut code |DW08

API block name |CallDistrDO.TrafficAnPerDOW
Parameters -

See also DDO08, DHO08

DWO09 - Skill sets per day of week
This reports shows the unique sets of skills during a specified time period.

Skills per Day of Week
Day Ans. Unans. MNum Within Productl Productl Productl Productl Productl Productl Prod|
SLA: english english english english english english engl
10s. Internet  invelce Involee land maoblle mobile mov)
technical land mobile others others technical tech|
Monday 23300 1,487 24788 455% 12 5 54 EE] a4 45
Tuesday 20,826 1622 22,848 ABTH EE} 1 54 2 73 0
Wednesday 20,556 1327 21,863 287 2 1 28 17 61 az
Thursday 18479 911 13,380 549% 16 1 24 2 45 2
Friday 18,754 892 19645 S44% 18 B 52 14 &7 39
Saturday  BEB 927 9588 222% " 2 13 6 2 16
Sunday 0 1 1 0.0% [ ] [} 0 o [
| *Exportas., §& &

For a complete description of parameters and behavior, see DD09 - Skill sets per day the section called “DD09 - Skill sets
per day” [98]

Available since 16.10.11

Default page Call distribution, by day
Shortcut code DWO09

API block nhame CallDistrDO.SkillsPerHour
Parameters -

See also DDO09, DH09

DW10 - Detail Summary by Day of the week
This reports shows the number of taken and lost call by day of the week.

Detail Summary Dow
(Detail Summary Dow
Day of week Taken calls Lost Calls N. of calls
Monday 7 1 ]
Tuesday 9 0 9
Wednesday 7 3 a0
Thursday o o o
Friday 3 0 3
Saturday (1] o (1]
Sunday 0 0 0
¥ Export as... B o
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For a complete description of parameters and behavior, see DD10 - Detail Summary by day the section called “DD10 -
Detail Summary” [99]

Available since |17.06.16
Default page Detail Summary by day of the week
Shortcut code |DW10

API block name |CallDistrDO.DetailSummaryDow

Parameters -
See also DD10, DH10

Historical reports - Agents and Sessions
Agent activity refers to the behaviour of Asterisk defined agents. If you connect you queues straight to telephone
terminals, this section will always be empty.

Each agent may be flagged as being a member of four priority groups:

Main: the agents usually answering the queue

Spill: the agents answering the queue if all "Main" agents are busy or unavailable

Wrap: the agents answering the queue if all "Main" and "Spill" agents are busy or unavailable
Undefined: this agent is not a member of any priority group for this queue

This feature is useful if priority groups are used in the queue configuration. If they are not used, just assign all agents to
"Main" for each queue.

If an unknown agent appears on a queue, it will be marked as "Undefined", written in red.

Agent names are written in blue and are clickable, if you click on them in any of the graphs, you will be lead to a popup
that detail the logon and pause history for that agent.

As a default, QueueMetrics will show and count an agent session if and only if the agent handled at least one call during
this session. This may not be what you want when you use pause codes - an agent may log on and immediately go on
pause to do some back-end activities. If this is the case, you should set the configuration option
default.useRawAgentSessions to true to see all agent sessions.

AGO1 - Agent session detalil

Agent session detail

Agent sessions

M. of agents availabla 4
AVEragE agent time: 0520
i agant trma TA250
kg agent e BT
Tobal agand fima: JEdH

P Export as. ] o

This report shows:

The number of available agents in the considered period
The average agent time availability

The minumum agent time availability

The maximum agent time availability

The cumulated agents time availability
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Available since |1.6.0

Default page Agents and Sessions
Shortcut code |AGO1
API block name |AgentsDO.ReportAgents

Parameters -

See also

AGO2 - Session and pause durations
Session and pause durations
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This report shows:

The number of sessions for each available agent

The number of pauses for each available agent

The average pause time

The percentage between the pause time and the availability time for each agent
The number of pauses for each session, for each available agent

Available since |1.6.0

Default page Agents and Sessions
Shortcut code |AGO02
API block name |AgentsDO.SessionPauseDur

Parameters -

See also

AGO3 - Agent availability (for all the queues they are member of)
Agtnl h‘-llllbll'ﬂ:.r {fer all the queues I!hql are mermber af)
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This report shows:
e The agent available time
e The total billable and not billable pause times

In the latest release a new column has been added (Paused on Conversation), which displays occupancy values.

Available since |1.6.0

Default page Agents and Sessions
Shortcut code |AG03

API block name |AgentsDO.AgentAvail
Parameters

See also
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AGO04 - Answered calls (for selected queues)
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This report shows:

The number of answered calls for each agent
The cumulated call time for each agent

The average call time for each agent

The average wait time for each call taken

The percentage of taken calls, related to the total queue calls, for each agent

Available since [1.6.0
Default page Agents and Sessions
Shortcut code |AG04

API block name

AgentsDO.AnsCallsQueues

Parameters

See also

AGO5 - Answered calls by custom group
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This report shows:

The number of answered calls for each defined agent group

The cumulated call time for each defined agent group

The average call time for each defined agent group

The percentage of taken calls, related to the total queue calls, for each defined agent group The report displays
separately the following cases:

Agents that are known to QueueMetrics but have no custom group, are counted under the group
e Agents that are not known to QueueMetrics but found in the analysis are counted under "Undefined".

Available since

1.6.0

Default page

Agents and Sessions

Shortcut code

AGO05

API block name |AgentsDO.AnsCallsCG

Parameters
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AGO6 - Answered calls by location
Wnswered calls by location

This report shows:
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The number of answered calls for each defined location
The cumulated call time for each defined location

The average call time for each defined location

The average wait time for each defined location

The percentage of taken calls, related to the total queue calls, for each defined location

Available since |1.6.0
Default page Agents and Sessions
Shortcut code |AG06

API block name

AgentsDO.AnsCallsLocation

Parameters

AGO7 - Answered calls by service group

This report shows:
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The number of answered calls for each defined service group
The cumulated call time for each defined service group

The average call time for each defined service group

The percentage of taken calls, related to the total queue calls, for each defined service group

Available since [1.6.0

Default page

Agents and Sessions

Shortcut code

AGO7

API block name |AgentsDO.AnsCallsSG

Parameters

See also
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AGO08 - Agent Performance by ACD Group

Agert Performance by ACD Group
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One entry is presented for each agent session. What makes this report different from most is that inbound and outbound

activity for the agent is aggregated.

Items are computed as:
o Level: the agent level this agent belongs to

Login: Session login time

Duration: Session duration

N.calls in: Number of calls taken for this queue(s)
N calls out: Number of calls outbound made for th
Tot calls: calls in + calls out

Average duration IN

Average duration OUT

Average duration for all (weighted)

Available: precentage of idle time

On call IN: percentage of time on call inbound

On call OUT: percentage of time on call outbound

Clerical time)

ese campaign(s)

Pause Billable: percentage of time on a pause code marked as billable
Pause Unbillable: percentage of time on a pause code marked as unbillable, or not specified, or unknown. (a.k.a.

Available since 1.6.04
Default page Agents and Sessions
Shortcut code AGO08

API block name

AgentsDO.PerformanceAcdGroups

Parameters

AGOQ09 - Agent Occupancy Report

Agent Occupancy Report

Pl B
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The report details the occupancy rate for each and all agents in the current analysis.

Agent: agent name (if present) or Asterisk internal code if unknown. By clicking on it, the session details open.

e The Agent column contains the decoded name, level and current group of the agent (if defined, expressed as an
icon like elsewhere in QM). By clicking on the agent name, it is possible to open a popup with the session details for

that agent.

numeric examples show in the table above.

for all sessions considered.

Total session time is the sum of the duration of all sessions in the current analysis, from start to end.
Pause Billable is the total time on Billable pauses,
Pause Non Billable is the total time on Non-Billable pauses, for all sessions considered.
Total pause time is the sum of all pauses for all sessions considered.
Total talk time is the sum of all time that the specified agent spent in conversation during the sessions considered.
Occupancy is computed as: Talk time / (Total session - Total Pause) and expressed as a percentage, as per the

In the latest release a new column has been added (Paused Conversation) which is subtracted from the total pauses time;
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this way Occupancy will never be able to be over 100%.

The first line is labeled "All agents" and is computed according to the following rules:
o Total session time, Pause billable, Pause non billable, Pause wrap, Total pause, Total talk time are computed as
sums of the rest of data in each column
e Occupancy is computed as: Sum talk time / (Sum Total session - Sum Total Pause)

Report: All Reports » Agents and Sessions » Item details

Tive:

Suptitle:
Visipllity key:

Data Blocks:
Farameters:

S0rt arder:
Wisiple 'n"All reports™?
Created by

Last update:

#clage_agent_occupancy#
Agent Occupancy Report

AGO9 - Agent Occupancy Report
Productivity = [ TALKTIME + PAUSEBILL ) / (SESSION -
SPAUSETIMELAAAD)

80
Yes

-, 27/10/2011, 15:37
demcadmin, 03/03/2016, 16:01

Save | Back | New | Clone | Delete

The Occupancy report allows you to define custom calculations by entering one or more custom formulas in the
Parameters field when editing your report.

For example, if you add the formula:
Productivity = ( TALKTIME + PAUSEBILL ) / (SESSION - ($PAUSETIME[AAA] + $PAUSETIME

A new column "Productivity" will be computed based on the formula supplied. At the moment, the formula will always be
displayed as a percentage.

New columns can be programmed as explained in User-Programmable reports the section called “User- Programmable
Reports” [142]

A version of this data block meant to be completely customized is available as AG18.

Available since

1.6.2.4 - Formulas available since 15.10.5

Default page

Agents and Sessions

Shortcut code

AGO09

API block name

AgentsDO.AgentOccupancy

Parameters Agent parameters - See Variables bound for Agent blocks the section called “Variables
bound for Agent blocks” [143]
See also AG18 the section called “AG18 - Programmable Agent Performance” [124]

AG10 - Agent Session Time by Hour

Agent Session Time by Hour

ST & 1T 1] 1% o H b2
3 i G (101 pobed

FExporim &

The report details the total presence time of each agent over the 24h for which you are running the current analysis.
e The Agent column contains the agent’'s decoded name, level and current group (if defined, expressed as an icon
like elsewhere in QM).
e Total time is the sum of the duration of all sessions included in the current analysis, from start to end.
¢ One or more columns are present for each hour’s timeframe where total session information is present
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Available since |1.7.2

Default page Agents and Sessions

Shortcut code |AG10

API block name |AgentsDO.AgentBillableTimeByHour
Parameters

AG11 - Agent Payable Time by Hour
Agent Payable Time by Hour

Agent 1% L1 L 1% A n n Todal
« D ja% (1 T T T (LTI T nwe ke
F Expord ma . B

The report details the payable presence time of each agent over the 24h for which you are running the current analysis.
e The Agent column contains the agent’'s decoded name, level and current group (if defined, expressed as an icon
like elsewhere in QM).
¢ Total time is the sum of the duration of payable session time within the current analysis, from start to end.
¢ One or more columns are present for each hour’s timeframe where payable session information is present

Available since [1.7.2

Default page Agents and Sessions
Shortcut code |AG11

API block name |AgentsDO.AgentPayableTimeByHour
Parameters -

AG12 - Agent Billable Time by Hour

Agent Billable Time by Hour

gt % 17 ] ] ] H 7l Total
¥ iotm Do (W} M 1804 100 100 T 180 s jan
¥ Eognt 85 |

The report details the billable presence time of each agent over the 24h for which you are running the current analysis.
e The Agent column contains the agent’'s decoded name, level and current group (if defined, expressed as an icon
like elsewhere in QM).
e Total time is the sum of the duration of billable session time within the current analysis, from start to end.
e One or more columns are present for each hour’s timeframe where billable session information is present

Available since |1.7.2

Default page Agents and Sessions

Shortcut code |AG12

API block name |AgentsDO.AgentBillableTimeByHour
Parameters

Page 88 of 133 0455-0227 Rev A



AG13 - Agent Session View

Agent Sessions View
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This report shows a set of calls aggregated by agents. It reports session information and shows, for each agent, the main
figures for aggregated calls related to that agent. The first row reports the overall aggregated values.

Each row in the report shows:
e The agent name (the first line contains all agents information)
e Presence, calculated as sum of all agent sessions (so including pauses time)
e Talktime
o |dle time, calculated by subtracting pauses and talk time from the presence figure
e Billable time
¢ Not billable time
e Sales: the number of taken calls flagged "sales"
e S PH (Sales per hour): the number of sales per hour ratio
e QC: the number of taken calls flagged as qualified contacts
e QC PH: Qualified contacts per hour
e Cont: number of taken calls flagged as "contacts"
e CPH: Contacts per hour
e Offered: Overall taken + lost calls
¢ Answered: taken calls
e Conv: convertion ratio
e QConv: qualified convertion ratio
e Goal Ftrs: number of goal flagged feature codes found in the call dataset
e Ftrs: number of feature codes found in the call dataset
e Avg: average talk time
e T: by clicking on that icon, a popup with the taken call list (used to count the aggregated) is shown
e L: by clicking on that icon, a popup with the lost call list (used to count the aggregated) is shown

Regarding inbound calls, when looking at a single agent, the concept of "offered call" will coincide with the concept of
"answered call". This is because this report does not keep track of the various attempts for agent, but only registers the
call as an answered call for the agent that actually answered the call. This will eventually result in the first

row containing a number of offered calls that is higher than the number of answered calls, while on the single agents rows
the offered and answered calls will be the same.

Available since 15.9

Default page Agents and Sessions
Shortcut code AG13

API block name AgentsDO.AgentSessions
Parameters -

AG14 - Queue Session View

Queue Sessions View
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This report shows a set of calls aggregated by queue. It reports queue information and shows, for each queue, the main
figures for aggregated calls related to that queue. The first row reports the overall aggregated values.

Each row in the report shows:
e The queue name (the first line contains all queues information)

e Presence, calculated as sum of all agent sessions in the queue

e Talktime

o |dle time, calculated by subtracting pauses and talk time from the presence figure

e Billable time

¢ Not billable time

e Sales: the number of taken calls flagged "sales"

e S PH (Sales per hour): the number of sales per hour ratio

e QC: the number of taken calls flagged as qualified contacts

e QC PH: Qualified contacts per hour

e Cont: number of taken calls flagged as "contacts"

e CPH: Contacts per hour

e Offered: Overall taken + lost calls

¢ Answered: taken calls

e Conv: convertion ratio

e QConv: qualified convertion ratio

e Goal Ftrs: number of goal flagged feature codes found in the call dataset

e Ftrs: number of feature codes found in the call dataset

e Avg: average talk time

e T: by clicking on that icon, a popup with the taken call list (used to count the aggregated) is shown
e L: by clicking on that icon, a popup with the lost call list (used to count the aggregated) is shown

QueueMetrics uses an approach where it does not exactly track sessions per queue. If an agent joins and leaves multiple
gueues during the same session, QueueMetrics does not track where each session starts and ends. Therefore, while we
may get accurate details of

the time an agent was available, if an agent may cherry pick queues or work on multiple queues at once, we will have to
find a way to estimate when its time was spent. In order to do this QueueMetrics counts the local time an agent was
available per session, then it multiplies this value by the percentage of talk time that happened on each queue.

Available since |15.9

Default page Agents and Sessions
Shortcut code |AG14
API block name |AgentsDO.QueueSessionsView

Parameters -

AG15 - Agents by Hour

Agents by Hour
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The report details the number of agents available on the selected queues each hour for each day in the report.
e The first column (Day) reports the date who the line is referred to
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e The next 24 columns report the number of agents found for at least one second in the associated hour. Numbers
are reported black if the timeband has been covered completely by the agents, are reported red if at least one agent
is not present for the whole hour. In this case, by flying over the red number the user can have an idea on what'’s
the coverage percentage for the timeband. The coverage is counted as the sum of periods, in seconds, the agents
cumulated in that timeband, divided by 3600 seconds.

e The last column reports the agents seen, for at least one second, during the day

Available since |14.10.5-938

Default page Agents and Sessions
Shortcut code |AG15

API block name |AgentsDO.AgentByHour

Parameters -
See also
AG16 - Tag Session View
Tag Sessions View
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This report shows a set of calls aggregated by tag. It reports tags information and shows, for each tag, the main figures for
aggregated calls related to that tag. The first row reports the overall aggregated values.

Each row in the report shows:

The tag name (the first line contains all tags information)

Presence, calculated as sum of all agent sessions for agents taking calls with related tag
Talk time

Idle time, calculated by subtracting pauses and talk time from the presence figure
Billable time

Not billable time

Sales: the number of taken calls flagged "sales"

S PH (Sales per hour): the number of sales per hour ratio

QC: the number of taken calls flagged as qualified contacts

QC PH: Qualified contacts per hour

Cont: number of taken calls flagged as "contacts"

CPH: Contacts per hour

Offered: Overall taken + lost calls

Answered: taken calls

Conv: convertion ratio

QConv: qualified convertion ratio

Goal Ftrs: number of goal flagged feature codes found in the call dataset

Ftrs: number of feature codes found in the call dataset

Avg: average talk time

T: by clicking on that icon, a popup with the taken call list (used to count the aggregated) is shown
L: by clicking on that icon, a popup with the lost call list (used to count the aggregated) is shown

QueueMetrics uses an approach where it does not exactly track sessions per tag. If an agent joins and leaves multiple
gueues during the same session, QueueMetrics does not track where each session starts and ends. Therefore, while we
may get accurate details of the time an agent was available, if an agent may cherry pick queues or work on multiple
gueues at once, we will have to find a way to estimate when its time was spent. In order to do this QueueMetrics counts
the local time an agent was available per session, then it multiplies this value by the percentage of talk time that
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happened on each queue.

Available since |15.09

Default page Agents and Sessions
Shortcut code |AG16

API block name |AgentsDO.TagSessionsView

Parameters

See also

AG17 - Cumulated sessions by Queue, Tag

Cumulated sessions by Queue, Tag
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This report shows a set of calls aggregated by queue and tag. It reports queue and tags information and shows, for each
gueueltag pair, the main figures for aggregated calls related to that pair. The first row reports the overall aggregated
values.

Each row in the report shows:

e The queue name (the first line contains all queues information)

e The tag name (the first line contains all tags information)

e Presence, calculated as sum of all agent sessions for agents taking calls with related tag
e Talktime

o |dle time, calculated by subtracting pauses and talk time from the presence figure
¢ Billable time

¢ Not billable time

e Sales: the number of taken calls flagged "sales"

e S PH (Sales per hour): the number of sales per hour ratio

e QC: the number of taken calls flagged as qualified contacts

e QC PH: Qualified contacts per hour

e Cont: number of taken calls flagged as "contacts"

e CPH: Contacts per hour

e Offered: Overall taken + lost calls

e Answered: taken calls

e Conv: convertion ratio

e QConv: qualified convertion ratio

e Goal Ftrs: number of goal flagged feature codes found in the call dataset
e Ftrs: number of feature codes found in the call dataset

e Avg: average talk time

e T: by clicking on that icon, a popup with the taken call list (used to count the aggregated) is shown
e L: by clicking on that icon, a popup with the lost call list (used to count the aggregated) is shown

QueueMetrics uses an approach where it does not exactly track sessions per queue/tag. If an agent joins and leaves
multiple queues during the same session, QueueMetrics does not track where each session starts and ends. Therefore,
while we may get accurate details of the time an agent was available, if an agent may cherry pick queues or work on
multiple queues at once, we will have to find a way to estimate when its time was spent. In order

to do this QueueMetrics counts the local time an agent was available per session, then it multiplies this value by the
percentage of talk time that happened on each queue.
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Available since |15.09

Default page Agents and Sessions

Shortcut code |AG17

API block name |AgentsDO.SessionByQueueTagReport

Parameters

See also

AG18 - Programmable Agent Performance
Programmable Agent Performance

Level Agent Sesshen Faw BE NBIE Tal TeiAvel Comupandy CaSsHr  ACL  ADW
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This block just includes the first two columns: Level and Agent. All other columns are to be programmed by the user as
explained in User-Programmable reports the section called “User- Programmable Reports” [142] .

This block is meant as a completyl configurable version of block AG09.

Available since |15.10.8

Default page Agents and Sessions
Shortcut code |AG18

API block name |AgentsDO.ProgAgPerf

Parameters Agent parameters - See Variables bound for Agent blocks the section called “Variables
bound for Agent blocks” [143]

See also AGO09 the section called “AG09 - Agent Occupancy Report” [115]

AG19 - Detailed Pause Tracking

Detalled Pause Tracking
DLt Faane ey
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This block shows detailed information about agent pauses, including total pause time, average duration, maximum
duration, minimum duration and number of pauses. This information is aggregated by agent and pause. For each
agent/pause pair the agent’'s name and the pause code are displayed, together with the information described above.

Available since [16.10.10

Default page Agents and Sessions
Shortcut code |AG19

API block name |AgentsDO.DetailedPauses

Parameters -

See also
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AG20 - Agent Talk Time Per Hour

Agent Talk Time Per Hour

[Agent Talk Time Per Hour

Level Agent 0:00 1:00 2:00 3:00 4:00 5:00
Main 5001 - TestQM1_01 0:00 0:00 000 000 C:00 G:.00
Main 5002- TestQM1_02 0:00 0:00 0:00 0:00 0:00 0:00

P Export as =

This block breaks down all the agents' talk times in one-hour long timeslots. This information is aggregated by agent, so
you can keep track of how many minutes or hours of conversation your agents are having during the course of the day,
across a given period of time. The name of the agent and the agent’s level are displayed as well as the information listed
above.

Available since [16.10.13

Default page Agents and Sessions
Shortcut code |AG20

API block name |AgentsDO.AgentTTPerHour
Parameters -

See also

Historical reports - Details of agent sessions and pauses

ADOL1 - Detail of agent sessions

Detail of agent sessions
Agent Start hour End hour Duration Ext. Temmination Pause  P.Time Srv
agenti 14 2401 - DD.00:07 G40 = DB 5T 35 TEh i 020
Jobn Doe (101} oW = 228627 0401 = 0000417 5 12 o 000
Wie Boa (102 401 - 000TAT 040 - DE0418 xm o 0:00
ngent s 2401 - 000027 0407 - 0ob418 xR 1 030
agentiing 2401 - 00:05:07 0401 - DE0DE ST I T8 1 020
Jabn Dee (101} BE01 - D042 G401 - OEARAT 45 12 ] 1:00
Wite Boo (102) Sant - b0:04:27 04001 - 018 451 M5 1] :00
ngenti1od 0401 - 00:04:27 04001 - 090018 453 455 1 0:30
Bgany R4 BED1 - D0A00T B4 - DEIRET M TR 1 020
dobn Dee (104} 2401 - 000027 B4 - D417 45 12 i 1:00
e Boo (102 0401 - 00:08:27 0401 = D3 14:18 451 WS o 0:00
ngent 103 0401 - 00:08:27 0401 - 01418 o 45 Ll 030
ogenk 14 B0 - 00507 B4 - DI IBET I TE i 020
Jabn Dos (107} 0401 - 00114227 G401 - 1T 45 12 i 1:00
Wike Boa (102) Qa0 - D27 G401 - 0015018 451 M5 o 0:00
ngent 13 L2 A R B B4 - 051519 452 455 i 8:30
agentiins BE01 - 002007 0401 - 00 ZHET ¥ TR L} 020
Jaka Do (101} BH01 - DT G4 - 02417 L P ] 100
Wike Boo (102 BED1 « D027 G4l « BR241B 451 345 o 0:00
Bgenti 103 o401 - 00:15:27 0401 - 032418 452 458 1 0:30
gent/ 104 0401 - 00:25:07 0401 - 002857 Er ) 1 0:20

For each agent session, the start and end times are recorded, together with the total duration in seconds. If the agent logs
on via the call back function, the designated call back extension is shown.
The number of pauses and the total pause time in seconds is shown.

The "Srv" column tells you on which server an agent was working in case you set up a cluster of Asterisk servers.
It is possible to sort the table for each title, in either descending and ascending order. To do this, click once on the desired

title for descending sort, and twice for ascending sort. Once the table is sorted, an arrow symbol will appear close to the
title, so you know on which column it was sorted last. As the sorting is done on the client machine, it may take a while with
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very large tables.

Available since

1.6.0

Default page

Details of Agent sessions and pauses

Shortcut code

ADO1

API block name

DetailsDO.AgentSessions

Parameters

See also

ADO2 - Detail of agent pauses

This table shows the specific pauses that each agent took and

[Detail of agent pauses
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shows whether the pause taken was considered to be billable or non-billable.

Popup of agent activity

Available since

1.6.0

Default page

Details of Agent sessions and pauses

Shortcut code

ADO02

API block name

DetailsDO.AgentPauses

Parameters

See also

Detail: agent/101

ohn Doe (101) 104

ohn Doe (101) 100

Close
Total session time 334:23:16
[Total pause time 2:08:42
[Total billable time 332:32:38
Total pauses billable 18:04
[Total payable time 333:52:09
Total pauses payable 1:37:35
Agent Ext. Duration On pause Activity Start hour End hour
Pohn Doe (101) 104 331:53:10 - 09/07 - 15:53:44 - l'?&:ﬂl}l

09/21 -
- 10/04 - 113
1:18 Email BNP_10/04 - 11:3

the pause code that was entered for each pause. It also

This is not a normal data block but it is the popup that is displayed whenever you click on an agent’s name.
e The top table reports session, pause, billable and payable time

e The bottom table shows the details of all agent sessions, with a break-up of all pauses that were made during that

session. For each pause with a known pause code, their billable-payable status is displayed:
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BP: Pause is Billable and Payable

BNP: Pause is Billable but not payable (be careful!)
NBP: Pause is not billable but Payable

NBNP: Pause is neither billable nor payable

In the latest release a new "Conversation” column has been added on, to the right of the "On Pause" column, which
displays the pause time there may have been while actually in conversation.
You can close the popup by clicking on the Close button.

Historical reports - Call outcomes
If your agents are entering Pause codes or Call outcomes, the "Outcomes" tab will let you report on the information they
just entered.

OUO01 - Outcomes

Outcomes

General cutcomes
Total billable time: 36:22-01
Total mgart 3uaiatie s w20
vvvvv agert baatie actisiies om
Tetal nonbilable time 4:01:00
Number of Sales a
Number of Qualified Contacts: a
Mumber of Comacts: L}
Sales per Hour (5P): 0.0
Cuakfied Contacts per Hour (QCPH). oo
Contacas par Heur (CPH) o0
0o%
skon ingex 0o%

b Expest as.. &) 7 o>

This report shows:

How much billable time there has been on this system, broken down by ACD/call time ("agent available time") and
billable activities (agent on pause)

The total non billable time (e.g. lunch, breaks)

The total number of Contacts, Qualified Contacts and Sales, as defined by call outcome codes

The Sales per Hour (SPH), Qualified Contacts per hour (QCPH) and Contacts per Hour (CPH) ratios

The Conversion index that is the percentage of sales over the total number of sales and contacts.

Available since 1.6.0
Default page Call outcomes
Shortcut code ouo01

API block name OutcomesDO.GeneralRep

Parameters -

See also

OUO02 - Call results, by outcomes

This report shows:
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Call results, by outcomes
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The number of total calls grouped by outcome

The number of answered calls grouped by outcome
The number of unanswered calls grouped by outcome
The percentage of calls related to each outcome
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The percentage of taken calls related to each outcome (available since 16.10.13)

Available since 1.6.0
Default page Call outcomes
Shortcut code ouo02

API block name

OutcomesDO.CallResByOutcome

Parameters

OUO03 - Billable activities

In this report you can find details explaining Billable activities, with average, minimum and maximum session durations,

and a percentage on all activit

Billable activities
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ies of the same kind.

Available since [1.6.0
Default page Call outcomes
Shortcut code  |OUO03

API block name

OutcomesDO.ActivBillable

Parameters

OUO04 - Non billable activities

In this report you can find details explaining Non billable activities, with average, minimum and maximum session

Non billable activities
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durations, and a percentage on all activities of the same kind.

QOUO05 - Detailed agent report

The Detailed Agent Report will

only once as a Sale)
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Available since 1.6.0
Default page Call outcomes
Shortcut code ouo4

API block name

OutcomesDO.ActivNotBillable

Parameters

[Dutailed agant report

show, for each agent:

The Available (ACD) time, as an absolute value and a percentage of its total time logged on
The Billable time, as an absolute value and a percentage of its total time logged on
The Non-Billable time, as an absolute value and a percentage of its total time logged on

The number of Sales And Contacts the agent had (if a sale is counted a s both a Sale and a Contact, it's counted

The Sales per Hour (SPH) and Contacts per Hour (CPH) ratios for this agent
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e The Conversion ratio, which is the percentage of sales over the total number of sales and contacts.

Available since |1.6.0
Default page Call outcomes
Shortcut code |OUO05

API block name

OutcomesDO.AgentReportDetailed

Parameters

See also

OUO06 - Outcomes per agent

Outcomes per agent

Agen name
Jehn Dee (108)
Jshin Dae (101} a
Jahn Doe (161) b
Jahn Bae (101) dnc
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Tock Qualfied Quall, '
Sile Sale 1

lisne

This data block displays all the status codes for each call handled by each agent within the current reporting selection.

If a call has no associated status code, then it is counted under a special status code called "-". The columns show:
e The agent name. As an agent might have multiple status codes, the agent name will appear multiple times. If the
agent belongs to an agent group, the proper icon is displayed.
e The call outcome, specified both as a code and a description (if it is present)
e The type currently associated with the status code
e The total number of calls for that agent under that status code All columns are client sortable.

OU07 - Call results, by tag

Available since [13.04.3
Default page Call outcomes
Shortcut code  |OU06

API block name

OutcomesDO.AgentOutcomes

Parameters

Call results, by tag

Tag Total  Taken
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This data block displays calls aggrégated by tag code. The first line reports the figures for all aggregated call. The second
row, marked with the dash code as tag, counts aggregates for all calls with no tag code assigned.

The columns show:
The tag code name

Taken calls
Average talk time
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Total number of calls aggregated

Average wait time on taken calls

Number of calls flagged as sales

Number of calls flagged as contact

Number of calls flagged as qualified contact
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Conversion ratio

Quialified conversion ratio

Number of lost calls

Average wait on lost calls

Average wait on IVR calls

Time spent on IVR

Ratio and histogram for total calls the row is reporting, compared with the overall total call in the report

All columns are client-sortable. Clicking on the lens icons present in the report will open a popup with call details (taken,
lost and IVR) counted in the aggregation.

Available since |15.09

Default page Call outcomes

Shortcut code |OUOQ7

API block name |CallTagDO.CallResByTag
Parameters -

OUO08 - Call results, by feature code

Call results, by feature code
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This data block displays calls d-gér'e.gated by feature code. The first line reports the figures for all aggregated call. The
second row, marked with the dash code as feature, counts aggregates for all calls with no feature code assigned.

The columns show:
e The feature code name
Goal/Not goal flag for feature code
Total number of calls aggregated
Feature conversion factor, counted as ratio between the total calls and the call flagged as contact
Taken calls
Average talk time
Average wait time on taken calls
Number of calls flagged as sales
Number of calls flagged as contact
Number of calls flagged as qualified contact
Quialified conversion ratio
Number of lost calls
Average wait on lost calls
Ratio and histogram for total calls the row is reporting, compared with the overall total call in the report

All columns are client-sortable.

Available since |15.09

Default page Call outcomes

Shortcut code |OUO08

API block name |OutcomesDO.CallResByFeature

Parameters

See also
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Historical reports - IVR tracking
The following reports let you trrack information about IVR calls and goals. A detailed explanation of IVR can be found in:
the section called “Tracking IVR data” [366]

IVO1 - IVR Traversals

IVR Traversals

o pun . 18 g gt et v g A

This block shows:

The IVR paths examined, in total (as the sum of all choices)

For each IVR path, the choices made on that path (prepended by #) For each path, the following information is
computed:

The number of calls traversing that path

The number of IVR goals reached immediately after that path (a goal can be a queue or an activity expressly
earmarked as a goal)

The success rate, as the percentage of goals on all calls that entered the menu

The number of hang-ups made in that IVR menu

The attrition rate, as the number of hang-ups versus total number of calls

Available since |13.03

Default page IVR

Shortcut code  |1V01

API block name |lvrDO.IvrReport

Parameters -

IVO2 - IVR Timing

IVR Timing
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This block shows:

The IVR paths examined, in total (as the sum of all choices)

For each IVR path, the choices made on that path (prepended by #) For each path, the following information is
computed:

The number of calls traversing that path

The average traversal time for that IVR menu

The total traversal time (as the sum of all times for each call)

The maximum and minimum traversal times
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Available since |13.03
Default page IVR
Shortcut code V02

API block name

IvrDO.IvrTiming

Parameters
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IVO3 - IVR Goals

IVR Goals

(= e el s Lo e M s Mssomn s

This block shows:
e For each goal, all the paths that lead to that goal and their selection (the digit that was pressed in order to reach the
goal)
e The number of calls that reached each goal
e The average, minimum and maximum traversal time to to reach the goal. The time is computed since the call is first
tracked, and not only on the final IVR menu.

Available since |13.03

Default page IVR

Shortcut code  |1V03

API block nhame |lvrDO.lvrGoals

Parameters -

Historical reports - First Call Resolution (FCRS)
First Call Resolution lets you track cases that are not resolved in a single call and so the customer ends up calling multiple
times in a specified time frame.

Repeated callers and clusters
At the basis of FCR, there is a definition of "repeated call". A call is considered "repeated" if:
¢ the caller-id is the same for multiple calls; e.g. if some user calls from a different number, we do not consider this a
repeated call.
¢ the same caller-id is calling multiple times that are separated by less than a given time period, called "margin".
¢ the margin is controlled by a configuration property called default.groupingMargin, that can be changed in the
system configuration and which default value is 168 hours (7 days).
¢ the caller-id is considered the same if after a normalization process (stripping of whitespaces and non- numeric
characters) the same caller-ids match
¢ the caller-id is skipped (not clustered) if after the normalization it is blank — e.g. caller-ids like " or "anonymous" will
be skipped. Any calls with a blank caller-id will be counted as a single-call, as we do not have further information to
cluster it.
¢ the normalized caller-id appears at least twice

For example, given the following set of calls and a marging of one week The data blocks are computed in three different
flavors:

e Taken calls

e Lostcalls

e Allcalls
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FCO01/2/3 - Break-down of recalls

FCRs-1 43
Up to attempts: 2 54
Up te attempts: 3 58
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This report aims at letting you know how many calls were clustered.

This report is built to have a “shape” that is familiar for users used to SLAs, and is completed by a similar graph.
In detail:

FCRs are calls that appear only once; while the other "classes" will be calls "up to" so many attempts
"Up-to" lines will be present up to the maximum present in the report; considering all integers from 2 to the

maximum included

Clusters is the number of clusters that are "up to0", so clusters that belong to the current class plus all previous ones

Delta is the number of clusters that belong to the current class
Percentage is the number of calls of the current class

Total is the growing percentage of sorted classes, and always ends at 100%

Total Calls is the number of calls that are "up to", so belong to the current class plus all previous ones
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Available since |15.10.11
Default page FCRs
Shortcut code FCO01

API block name

FcrDO.RecallsOk

Parameters -

See also Taken calls
Available since [15.10.11
Default page FCRs
Shortcut code |FCO02

API block name |FcrDO.RecallsKo
Parameters -

See also Lost calls
Available since |15.10.11
Default page FCRs
Shortcut code |FCO03

API block name

FcrDO.RecallsAll

Parameters

See also

All calls
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FCO04/5/6 - Recall details
[Recall details on answered calls

Total calls Total %

FCRs 43 44.3% }
Two or more calls 54 55.7% 1
| S
Average calls per caller-id 1.5 - ‘
; hore calls|
Empty Caller-lds 0 |

PExportas.. &) o

This report shows the total number of FCRs, clusters and calls with an empty IDs. It has a pie chart showing FCRs vs
clusters.
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Available since |15.10.11
Default page FCRs
Shortcut code |FC04

API block name

FcrDO.ClidsOk

Parameters -

See also Taken calls
Available since |15.10.11
Default page FCRs
Shortcut code FCO05

API block name

FcrDO.ClidsKo

Parameters -

See also Lost calls
Available since [15.10.11
Default page FCRs
Shortcut code |FCO06

API block name |FcrDO.ClidsAll
Parameters -

See also All calls
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FCO07/8/9 - Cluster details
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List of recall clusters

First calls End of lastcall Taken calls
06/03 - 08:54:02 06/22 - 13:23:22
0511 -14:05:14 05/16- 14:07:44
05/31-11:20:20 06/03- 13:45:12
06/07 -05:58:12  0B/07 - 07:39:13
04/20-15:07:26 04/28- 15:52:54
06724 -09:12:51  06/30-07:35:10
06/13-09:15:38 06/24 - 08:24:07
06/20-07:33:35 06/30-13:19:21
04718 -14:11:52 029 - 14:47:47
05/12 -08:39:01  05/13-12:09:29
06A10-16:01:12  06/17 - 07:09:07

05/04 - 09:14:48 05/10- 06:20:35

T N N N R T S

Lost calls
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This block is a list of all clusters, sorted by the number of attempts and showing the cluster’s first and last call. Only

clustered calls are included.

For all clusters including "taken" calls, the "Taken" column appears showing how many of those calls were counted and
offering a link to a pop-up from which you can access the calls. The same goes for "Lost" calls. If both are counted, both

columns are present.

Notes:

¢ When clicking on the icon to see calls, you will see all calls with the same caller-id belonging to the current report,

whether they belong to the current cluster or not; so that you can have a general overview of all recalls in the

current report
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Available since |15.10.11
Default page FCRs
Shortcut code |FCO07

API block name

FcrDO.ClustersOk

Parameters -

See also Taken calls
Available since |15.10.11
Default page FCRs
Shortcut code FCO08

API block name

FcrDO.ClustersKo

Parameters -

See also Lost calls
Available since |15.10.11
Default page FCRs
Shortcut code FCO09

API block name

FcrDO.ClustersAll

Parameters

See also

All calls
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FC10 - Retry Rate and Lost Caller Behaviour

Retry Rate and Lost Caller Behaviour
(Retry fiate and Lozt Callar Bekurviour
Customer Attempts Total Attempts Long Calls Short Calls Taken Calls Lost Calls |
#1 19 16 3 16 3
#2 4 4 o 4 o
#3 & 4 a 4 o
LE] 3 3 o 3 o
#5 3 2 1 3 o
#6 3 2 1 3 o
#7 3 2 1 2 1
#8 3 3 o 3 o
LE] 2 2 o 2 o
#10 1 1 [ 1 o
#11 1 1 a 1 a
#12 1 1 a 1 o
#13 1 1 a 1 o
w4 1 a 1 1 o
#15 1 1 1] 1 o
Pexporas., )

This report shows information about customers retry behaviour. We can see how many calls are registered as being the
n-th attempt, based on the Customer Attempt number in the first column. The information is the following:

Customer Attempts

Total Attempts

Long Calls

Short Calls

Taken Calls

Lost Calls Notes:

the number of seconds needed for a call to be classified as long is dictated by the following configuration property:
default.shortcall_treshold = 30 . If the property is not specified, it will deafault at 30.

Available since [17.06.16

Default page FCRs

Shortcut code |FC10

API block name |FcrDO.RetryRate
Parameters -
See also NA

FC11 - Most Frequent Called-Calling Number

Most Frequent Number

| Mfast Frequent Nember
Number  N.ofcalls  Taken Calls Lost Calls %ofTaken Calls  Total Duration  Avg. Duration |
0179158235 15 15 3] ] 3l 100.0% 10:03 @20
02083407422 3 3 =] 0 =) 100.0% @25 @15
07426378657 3 7 | 1 o] B7.0% @43 23
07473881370 a 8 A 1 ) B8.0% 837 104
anonymaws 13 il ] 2 3 EEEEY [ o:2a

2 H 3] 0 3] 100.0% 036 L3k

¥ Export as Bl

This report shows aggregated data by caller/called number. We can deduce by looking at this report, the most frequent
callers and the duration of their calls. A special icon is also present to inspect the signular calls that make up the
aggregated data.
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The information is the following:
e Number
N. of Calls
Taken Calls
Lost Calls
% of Taken Calls
Total Duration
Avg. Duration Notes:
Calls that show "anonymous" as caller number are calls which have an empty or undeterminable caller id. these
calls are all evaluated together. Similarly, calls that show "~" as caller id, are calls coming from caller numbers that
have only called once, we can refer to them as FCR (First Call Resolution).

Available since [17.06.16

Default page FCRs

Shortcut code  |FC11

API block name |FcrDO.MostFrequentNumber

Parameters -
See also NA

Externally generated reports

QueueMetrics is able to fetch and display data blocks generated by external systems. This may be used to enhance the
standard QueueMetrics reports with data that is handled outside of QueueMetrics - for example, data from a CRM
application or order tracking systems or anything else that makes sense to display together with queue data.

In order to use these blocks, you need to create external data providers that will generate the data that QueueMetrics is to
display. Details on how to do this can be found in the XML-RPC Manual in the section called Dynamic blocks in
QueueMetrics.

XS01 - Plain HTML
This data block includes a block of HTML right into the QueueMetrics report page.

For example, in order to include an HTML fragment generated by a server located at http://server/ page.php you would
set: url=http://server/page.php in the data block’s parameter field.

Available since |13.12

Default page None

Shortcut code | XS01

API block name |ExtSourceDO.HTML

Parameters url: The URL that points to the page generating HTML

See also

XS02 - XML-RPC data source
This data block includes a formatted table of data into the QueueMetrics report page. The data must be generated in a
specified format by an XML-RPC server, as described on the XML-RPC Manual.
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http://server/page.php
http://server/page.php
http://server/page.php

Available since |13.12
Default page None
Shortcut code | XS02
API block name |ExtSourceDO.XMLRPC

Parameters url: The URL that points to the XML-RPC server
See also XS01

XS03 - JSON data source
This data block includes a formatted table of data into the QueueMetrics report page. The data must be generated in a
given format by a JSON server, as described on the XML-RPC Manual.

Available since [13.12
Default page None
Shortcut code | XS03
API block name |ExtSourceDO.JSON

Parameters url: The URL that points to the page generating a JSON document
See also XS01

User-Programmable Reports

User Programmable Reports are meant to be completely customized by the end-user. As such, they usually include a
fixed set of columns that will be displayed, plus a set of facilities for creating new columns.

Those columns are defined through the "Parameters" field of the data block, where new columns are to be configured. For
example, in order to add a column that displays the time an agent was available, you could enter a definition like:

Tot Avail [hms]= SESSION - (PAUSETIME + (TALKTIME + OOSCALL))
This definition is made up of three parts:
e A column name: how the column’s title will appear in the reports;
o A formatter: how the resulting value is to be displayed. Formatting is expressed as a token between square
brackets just before the equal sign;
e Aformula: how the value is to be computed.

The column name is a free string; you may put anything you want in it. The formatter must be one of the following values:
e hms - a number of seconds displayed as "[hours:]minutes:seconds"

% - prints a float number into a percentage, es .365 is displayed as 36.5%

n — prints an integer, right-aligned

f — prints a float number

If no formatter is specified, the percent formatter is used. All numbers are printed according to the current rules set by
your current language and locale (e.g. number of decimal digits, decimal separators, etc.)

The formula lets you insert an algebraic formula. This formula works on a set of bound variables (as specified below) that
the block will replace with the correct values for each row.

The following operators are supported, with natural precedence rules:
e Addition: 2 + 2

Subtraction: 2 - 2

Multiplication: 2 * 2

Division: 2/ 2

Exponentation: 2 ~ 2
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Unary Minus and Plus: +2 - (-2)
Modulo: 2 % 2
Rounded brackets are supported to force the order of evaluation. Use them freely.
The following functions are supported:
0 abs: absolute value
acos: arc cosine
asin: arc sine
atan: arc tangent
cbrt: cubic root
ceil: nearest upper integer
cos: cosine
cosh: hyperbolic cosine
exp: exponent (e”x)
floor: nearest lower integer
log: logarithmus naturalis (base e)
log10: logarithm (base 10)
log2: logarithm (base 2)
sin: sine
sinh: hyperbolic sine
sqrt: square root
tan: tangent
o tanh: hyperbolic tangent
Specific data blocks may implement custom functions. Those are prefixed by the dollar sign and depend on the
agent block.
Any error in the formula (e.g. division by zero, incorrect formula, missing parentheses, referencing an unbound
variable) will cause the formula to return zero. An error will be printed on the system log.

O0OO0O0OO0OO0OO0OO0OO0ODOO0OOOOOO

You can have multiple columns defined; it is also valid to have empty lines in the parameters block and comments,
prefixed by "#".

When creating new formulas, it is often useful to print all referenced items by themselves, so you can double-check them,
and comment them out when you don’t need them anymore.

Variables bound for Agent blocks
The following variables are automatically bound and therefore usable in formulas:

TALKTIME: The total conversation time

SESSION: The total session time

OVERLAPPING: The total overlapping conversation time

OOSCALL: Out-of-session call time

PAUSETIME: The total pause time

PAUSEBILL: The total time of billable pauses

PAUSENBILL: The total time of non-billable pauses

PAUSEPAY: The total time of payable pauses

PAUSENPAY: The total time of non-payable pauses

NCALLS: The total number of calls for this agent

NCALLSIN: The total number of inbound calls for this agent

NCALLSOUT: The total number of outbound calls for this agent The following custom functions are implemented:
$PAUSETIME[X]: returns the total duration of all pauses with the pause code "X" for the current agent

All times are expressed in seconds.
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JSON and XML-RPC access

As Programmable blocks often do not include much interesting information by themselves, when referenced though their
own block code will only return fixed columns.

It is still possible to access them as they are configured in a report by referencing their direct code; this will be displayed
by the Reports editor as soon as you enter parameters for an existing data block. The format will usually be "DRI.num",
where num depends on your QueueMetrics install (different QueueMetrics systems will report different DRI codes for a
block defined in the same way).

Data Blocks: AG18 - Programmable Agent Performance
Parameters: Session [hms)= SESSION
Pau [hms]= PAUSETIME
Bill [hms]= PAUSEBILL
NBIIl (hms]= PAUSENBILL
Talk [hms]= TALKTIME + OOSCALL
Tot Avail [hms]= SESSION - ( PAUSETIME + (TALKTIME + OOSCALL))
Occ = TALKTIME [ (SESSION - PAUSETIME)
CPH [f]=3600 | ((SESSION-PAUSETIME)/NCALLSIN)
ACL [hms)=(TALKTIME + OOSCALL) / NCALLSIN
ACW [hms]=((SESSION-PAUSETIME)-(TALKTIME + OOSCALL)) / NCALLSIN
C. In [n) = NCALLSIN
C. Out [n]= NCALLSOUT
Cx [n]=NCALLS

an

= This block can be referenced directly as: DR1.131

Sortorder: 110

As accessing a data block that is a part of a report requires the accesing used to have the correct grants to access the
report, screen and block, these security rules will be also

enforced on "robot" users doing data queries. Make sure that, if you key-protect reports or elements in them, the "robot"
user has all needed grants.
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Chapter 3. The real-time status panel
The real time status panel can be accessed by clicking the "Start real-time monitoring" label from the home page. It will
show a page similar to the one below:

QueueMetrics @ Sl

@cBcOrE

rome | Realime | sroadc

On the top of the page there is a control table showing the last update timestamp and other dropdown selectors as
specified below:

Reload: It defines the update period will be used to refresh the shown data

Agents: Shows or hides the Agents currently logged in table

Queues: Shows all queues or only active queues

Agents: Toggle between all agents or members only agents

Location: If granted by user permissions, defines which location is shown

Group: Defines wich agent group is shown

Superv.: Filter out agents not supervised by current user

The page is able to auto-refresh in background at the period specified in the first dropdown but you can anyway force a
faster reload by clicking the "Reload" button.

Next to the control table, there is the data section. Depending on the status of previously mentioned dropdown, three
sections could be shown.

The first is a table showing a summary of all calls flowing through queues. Following that summary, there is a table
showing which calls are currently handled by the queue system, then the agents logged in at the moment.

This page is invaluable because can tell you in a glimpse what’s happening in the call center; it is meant to stay open in a
window on the CC manager’s workstation to have the exact feeling of what is going on at the moment.

On the sample page above, you can see two calls and two connected agents. Just like in the main analysis, you can
choose which queues you want to monitor to avoid being overwhelmed by data.

You can also see that the current call environment has triggered a number of yellow and red alarms, as specified in the
gueue definition. You can configure red an yellow alarms for most numeric values that appear on screen - see the chapter
the section called “Setting attention levels (Red and yellow alarms)” [215]. You can also set sounds linked to yellow or red
alarms that will be played if a red or yellow alarm is present.

Since the release of QueueMetrics 12.04, this panel has an added feature, which is the "Add Member" button, that allows
an administrator or supervisor to add an agent to a queue, as required. Users holding the RT_ADDMEMEBER key will be
able to add agents directly from the Realtime page.

Update Reload Queues Agents Location  Group Superv. Add Member

Rofoad | o, Wi (5n V] gl Al All - - Mo Add Member
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In order to change the default audio files, see "Appendix D: System Preferences". If you want to turn them off completely,
just set them to blank.

The top menu bar shown in the above picture has been replaced by a left menu panel since QueueMetrics 15.10.

Since the release of QueueMetrics 15.09, the top panel contains a three bricks icon. Flying over with the mouse allows

the user to select the report blocks will be shown in the realtime page. The number of available blocks is dependente by a
set of configuration keys.

Update Reload Queues Agents Location  Group Supery|
Reload | 151304 &9 53 |v '::.Zl M [ Al [v] - vl - v| Mo
| Recap

Queus(s) 00 All ¥ Calls
Queue N.agents Readyage ¥ Agenes Bsy N.Callswaiting On phene inbound
00 All 2 ¥ By Queue View "] 0 o
=) A300 2 ™ By Tag View o 0 o
= A400 ] ¥ Agents and Outcames o 0 ]

Thre three bricks icon has been replaced since QueueMetrics 15.10 by a checkbox list located on the new menu bar
located on the left side, as reported below.
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The menu bar can be optionally collapsed clicking on the << button to best fit realtime panel blocks.

Top status panel
The top status panel shows a quick status report for the current situation.

The first line shows information for all selected queues as a sum, while if there is relevant information for a specified

gueue it is displayed in a separate line. If an alarm is triggered for one of the numeric values displayed, the relevant cell
turns either yellow or red.

The displayed fields have the following meanings:
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Queue: The name of the queue. Inbound queues are marked with the symbol

while outbound queues use the

symbol

N. agents: how many agents are logged on to the system, in total

Ready agents: how many agents are ready to take calls, i.e. are logged on and are not in conversation or on pause

On pause: how many agents are currently on pause

Unk: how many agents are currently in conversation, but are not currently known as member of this queue

Bsy: how many agents who are both members of the given queue and some other queue are currently busy

because they are on call on the other queue.

¢ N. Calls Waiting: how many inbound calls are currently waiting in the selected queue. Outbound queues never have
any call waiting.

e On phone inbound: how many agent are talking on the selected inbound queue

e On phone outbound: how many agents are talking on an outbound queue

Please note that, as agents are not linked to a specific queue save for the moment they are actually talking to a caller on
the queue, the agent information is computed for all agents on the Asterisk server and not for specific queues, unless the
"Members" option in the "Agents" dropdown is selected.

Calls being processed
A list of calls flowing through the selected queues is presented on the middle table. If no call is present the table is
displayed empty.

When a call is processed, the following fields are shown: - Queue: the queue that is handling the call; - Caller: The
Caller*ID, if available; - Entered: The date and time the call entered the queue system.

If the call is not answered yet, the "Waiting" field is displayed in red and is calculated according to the current date and
time of the server. Depending on what type of information is present in the

database (ATTEMPTS or RINGNOANSWER), is possibile to have information about the last agent not picking up the call
or the actual ringing agent’s phone. The default configuration works with a standard Asterisk configuration and lets able to
have RINGNOANSWER information. Please refer to Chapter 18, Configuring Asterisk for QueueMetrics [345] for the how
to configure Asterisk generate ATTEMPTS information.

When a call is answered, the "Waiting" field tells the time that the caller had to answer; the "Agent"” field shows the agent
(or terminal) the caller is talking to and the "Duration”, in red, is the current call duration.

If the call is ongoing and connected to an agent, moving the mouse on the wizard icon at the end of the line, some icons,
like Call Monitor and VNC Monitor icons may be present. By clicking on one of these icons you activate the specified
monitoring (see below).

If the call is ongoing and you have the special grants to do so, a red scissor icon might appear, moving the mouse on the
wizard icon, to allow for brute-force call closure. See the section Closing ongoing calls for further details.

As soon as a call is completed or hung up, it exits the Calls panel.
This panel can be turned on or off through the "Calls" dropdown on the top of the page.

The "MOH" field shows the amount of time a customer is on hold with music, during a call. If multiple HOLD instances
took place during the call, this filed will show the total "on hold" time.

To implement this feature, it is necessary to have an Asterisk patch, which can be obtained by following this link:
https://reviewboard.asterisk.org/r/1778/

NOTE: The link to this Asterisk patch is provided by the Copyright holders and Contributors as is and any fitness for a
particular purpose is Disclaimed. In no event shall Loway be liable for any direct, indirect, incidental, special, exemplary,
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or consequential damages (including Loss of use, data, profits or business interruption) however caused (including
negligence or otherwise), arising in any way from the use of this Asterisk patch.
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The "Srv" column is used only in cluster-based environments to tell you on which server the call is being handled.

The last field contains a "wand" that on mouse-over displays a drop-down menu which allows to perform the following
actions:
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VNC: Monitor agents via a VNC remote session

IM: Begin an Instant Messaging session with an agent

QA: Access the QA Form for the specific call (must have the QA_TRACK key enabled)

Close: Close the call in the QM log, but not in Asterisk (must have the CLOSECALLS key enabled)
Hangup: Close the live call in the PBX (must have the RT_HANGUPCALL key enabled)

Transfer: Transfer the call to another extension (must have the RT_TRANSFERCALL key enabled).
Monitor now: Start a listen-in chanspy Asterisk session (must have the MON_AUDIO key enabled)

To have precise realtime reporting, perfect clock synchronization is required. If your QM is on a different server, make
sure the clocks are exactly aligned or you may see strange values in all fields. The NTP protocol offers excellent clock
synchronization precision and is available on most operating systems.

Agents currently logged in
A list of available agents for all queues is displayed in this field. For each agent, the name, last log on and extension, if
logged in via call-back, is provided.

A graphical indication of the status of each agent is shown using a coloured dot, where the following cases are possible:
¢ Green dot: the agent is ready to take calls
¢ Yellow dot: the agent is currently on a call
¢ Red dot: the agent is currently on pause

This panel can be turned on or off through the "Agents" dropdown on the top of the page.

The Queue(s) field shows the queues an agent is logged on to. This is meaningful only for agents who log-in on a queue-
by-queue basis using the AddMember command in Asterisk. If an agent logs on to all queues he’s enabled to work on, a
small database logo may be shown, telling the viewer that the agent is linked to queues through the Asterisk’s
configuration.

As the queue_log file usually contains no information on what queue(s) an agent is a member of, usually all agents are
shown when they log on, no matter to what queue they will work on. This might be a problem for larger call centres, so it is
possible to see only calls and log-ons of agents that are a member of the current queue. Membership is set by clicking on
the "Agents" button of the queue settings page. Make sure your queue membership data is up-to-date before clicking this
button!

If the "All" option was selected in the "Agents" dropdown , all agents logged in on Asterisk will be shown, no matter to
which queue they belong. When "Members" is selected, instead, only agents defined for the selected queue will be
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displayed.

By turning on the property "realtime.show_incorrect_queue_sets", the Queues field will display each
gueue with a different color code:
¢ in black: queues the agent is a known member of
¢ in brown: queues the agent is currently working on but he’s not a known member of
¢ as a down-arrow: queues the agent is a known member on but he’s not currently logged on to. In order to see the
list of queues, fly over the down-arrow symbol with your cursor.

The On Pause field will contain the time the agent went on pause; if the agent is using a pause code to mark the reason
for going on pause, the decoded pause code is shown as well. A switch can be used to show the pause start time either
as an absolute hour or a time increment.

The Srv field will contain the server identifier for QueueMetrics running in cluster mode. The Free Since field will contain
the length of period since the last taken call.

The Last call and On queue fields show the start time of the last call the agent handled (which is latest) and on which
gueue the last call was. This can be useful to diagnose queue strategy problems that lead to unfair call distribution, or
agents having problems with their telephones and therefore not taking calls correctly.

The IVR field shows the call time spent on the IVR process before the call enter in the queue.

Waiting time and Duration fields are related to the last call taken.

The "wand" icon mouse-over displays a drop-down menu which allows you to perform the following actions:
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VNC: Monitor agents via a VNC remote session

IM: Begin an Instant Messaging session with an agent

Remove Member: Remove an agent from a queue (must have the RT_REMOVEMEMBER key enabled)

Pause Agent: Put an agent in a Pause state (must have the RT_PAUSEAGENT key enabled)

Unpause Agent: Un-pause an agent so he/she is available to take calls (must have the RT_UNPAUSEAGENT key
enabled)

e Send Text Message: Send a text message to an agent (must have the RT_SENDTEXTAGENT key enabled). The
SMS functionality works only with asterisk 10+ versions.

The last icon is a direct link to reports. Clicking on this icon will run an historical report by populating the query with
parameters similar to what generated the realtime panel results.

Since QueueMetrics 16.10.17, a new optional field is available for the Agents Currently logged in table. This field is called

Paused For and it shows the elapsed time of ongoing agent’s pauses. To enable this field one needs to enable the
realtime.relativePauseTimes System Preference. See Appendix C, System preferences [383].

Page 114 of 133 0455-0227 Rev A



Aggregated by queue view

ApEregaced by quaus view
Gueue Tottime Offered Answered

[ 0w

Avgwait Avgtalk Sales  SPH
iom Q1

=) 00 0w &

Piapert s, @[5 &

2om o [RE - I i

GE QEPH  Cont. CPH  Comv.
) 157 1 a7

vOLEF Ha0H

PN LM K0 R0 Q

Qforw. SLA  Goalfirs  Feature

V0RO 303 °

F ]
2 B

This block reports realtime figures related to each selected queue. All values are aggregated by queue except for the first
row where calls for the whole selected queue set is reported. On each column a user could find:

An icon representing the queue direction (inbound/outbound)
The queue name

The total call time

The number of calls feed by the queue

The number of answered calls

Average wait time for all calls in the queue
Average talk time for answered calls
Number of calls marked as sales

SPH: Sales per hour figure

Number of calls marked as qualified contact
QCPH: Qualified contacts per hour figure
Cont: number of calls marked as contact
CPH: Contact per hour figure

Conv: convertion ratio

QConv: qualified conversion ratio

Feature: number of feature codes found in the call set

SLA: percentage of calls matching the SLA time configured for the queue
Goal Ftrs: number of goal marked feature codes found in the call set

By clicking on the last icon, a user can start an historical report with query parameters matching the realtime page

parameters that generated the selected row.

Aggregated by tag view
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This block reports realtime figures related to tags associated to processed calls.

All values are aggregated by tag except

for the first row, where calls for the whole tag set is reported, and the second row, where only calls with no tag are

counted.

On each column a user could find:

e Tag name (empty for all call set, dash for calls with no associated tags)

The total call time

The number of calls with associated tag

The number of answered calls with associated tag
Average wait time for all calls with associated tag
Average talk time for answered calls with associated tag
Number of calls marked as sales with associated tag
SPH: Sales per hour figure

QCPH: Qualified contacts per hour figure

CPH: Contact per hour figure
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Cont: number of calls marked as contact with associated tag

Number of calls marked as qualified contact with associated tag
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Conv: convertion ratio

QConv: qualified conversion ratio

Goal Ftrs: number of goal marked feature codes found in the call set
Feature: number of feature codes found in the call set

By clicking on the last icon, a user can start an historical report with query parameters matching the realtime page
parameters that generated the selected row.

Agent and outcome view
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This block reports realtime figures related agent sessions and calls. All values are aggregated agent except for the first
row, where lost calls are shown.

On each column a user could find:
e Agent status icon
Agent name
Agent status explained (Logged on time, pause status, pause time, pause code)
Offered call number
Answered call number
Total talk time
Total idle time (counted as session time purged from talk and pause time)
Billable pause time
Non billable pause time
Average talk time
Sales: number of calls markes as sale
SPH: Sales per hour figure
Number of calls marked as qualified contact
QCPH: Qualified contacts per hour figure
Cont: number of calls marked as contact
CPH: Contact per hour figure
Conv: convertion ratio
QConv: qualified conversion ratio
Goal Ftrs: number of goal marked feature codes found in the call set
Feature: number of feature codes found in the call set

By clicking on the last icon, a user can start an historical report with query parameters matching the realtime page
parameters that generated the selected row.

Using Locations

You can also assign each agent to al Location, i.e. a group of agents working together that you want to monitor as a unit.
They might be a supervisor’s team, or people working in the same building, or maybe in the same location for big
multinational call-centres. This way you can avoid being cluttered with information about all agents working on the
selected queue(s) and only see those you are actually interested in.

Note that when you filter by agents or locations you may see calls being queued and then disappear. This happens
because all calls that wait to be answered on a queue are shown, but answered calls are shown only if the answering
agents is a member of your defined filter conditions.

Imagine you have two groups of agents, one working in NY and the other one in LA. You are the supervisor of the NY
group, so you are filtering by location. You see a call entering your queue and then disappear. The reason why might be
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that it was answered by someone in LA, so QueueMetrics filters it out for you.

It is also possible to have QM ask for a location to be selected in any case for Real-time reports. As locations can be key-
protected, this is a handy way to determine which agents can be seen by which supervisors. In order to enable this
feature, you must set the realtime.assignedLocationsOnly property. When this is set:

e When a user enters the real-time screen, the dash that means "Any location" is not shown anymore and the first
location they have the grants to see is be selected.

¢ If a user has no grants to see at least one location, an error message is raised and they are not able to enter the
real-time screen
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Unattended call and VNC monitoring
It is possible for you to set up both Unattended Call Monitoring and VNC Monitoring.

Unattended Call Monitoring makes it possible to listen to an ongoing call from an agent; by clicking on the small

telephone-shaped icon, that will appear moving the mouse under the wizard icon, a popup will be shown where you may
enter your current extension or PSTN telephone number.
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As soon as you confirm the entered data, your telephone will ring and you will start listening to the ongoing call between
the selected agent an the caller.

In order to set up this behaviour, please see the section the section called “Listening to live calls: Unattended Call
Monitoring” [350]. It is possible to use different PMs to handle different audio needs
- see the section called “Listening to calls using Pluggable Modules (PM)” [276].

It is also possible to set up the system in order to allow the real-time monitoring of the agent’s screen using VNC. If this

feature is enabled, a small screen will appear close to the agent’'s name; by clicking on it, your selected VNC application
will be launched and you will be monitoring the agent’s screen.
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In order to set up this behaviour, please see the section the section called “Enabling VNC Monitoring” [351] of this
manual.

Real-time performance considerations
Running a large set of real-time pages / wallboards may impose a significant burden on a QueueMetrics system. But
sometimes you have no choice. The best way to run them is to:
e Use SQL or CLUSTER storage types
e Set the beginning of the analysis to the minimum usable time. For example, QM usually runs the real-time report
since the last midninght, but sometimes a sliding window of (say) 8 hours might be equally effective in your scenario
and require a fraction of the load. You control this by setting the realtime.startHour property
e Turn on row caching - this allows QM to keep cached and pre-processed copies of objects it needs to run the Real-
time and Agents Page. This may offer a significant speed up, ofter by an order of magnitude, and will reduce
database load. You turn on this feature by setting realtime.useRowCache to true.
e Tune Java memory for maximum performance - see the Advanced Configuration manual.

The real-time live page
The real-time live page can be accessed by clicking on the "Live" tab next to the "Realtime" tab.
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Live call center monitoring - 22:59:05

Queus(s): oo All

This page is not built from the queue_log data as all other information reported by QueueMetrics, but it' s read right from
each Asterisk box’s Manager interface. So what you see in this page is the status of each Asterisk box, as reported by
itself.

This feature is still less developed than the Realtime page, but still can be pretty useful.

The top panel

On the top panel, for each queue on each server, you will see the following pieces of information:

Tot: the total number of agents available for this queue

Free: the number of free agents

Pause: the total number of agents on pause

Talking: the total numbers of agents who are in conversation at the moment

Other qg.: the number of agents that are logged in to this queue and some other queue, and are at the moment
busy on another queue.

Logoff: the number of possible agents that are defined for this queue but are not logged on at the moment.

e Length: the current queue length, i.e. how many calls are waiting in line before being connected to an agent
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e Max wait: the current maximum wait time for this queue.

Calls being processed
In the calls panel you see the following pieces of information, sorted from oldest to newest by call start- time:

Server: the server that is handling this call

Queue: the name of the queue

Caller-id: the caller-id of this call, if any

Wait: the wait time (if the call is not connected)

Talk: the total duration (if the call is connected)

Q.Pos: the queue position (if the call is waiting)

Agent: the agent handling this call, if connected

Entered: the time this call was queue

Status: the call status

Info: contains all the Feature Codes, Variables, Call Tags, IVR choices if present. The Wait and Talk times cannot
be distinguished at the moment.

Agents currently logged in

In the agents panel you can see the following pieces of information:
Server: the server your agent is logged on to

Agent: the agent

Status: if the agent is free, paused or on call

Logon: the time this agent logged on

Queues: to which queues is this agent connected at the moment

Server status
The last panel details the status of each server making up the cluster. If a server is not correctly set up, it will appear as
KO.
e Server: the server that QM is polling
e Status: OK - the server answered correctly; KO - it was impossible to retrieve information from this server
e Time: how much querying this server took. If this value goes up all of a sudden, your server is likely experiencing
overload.
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Chapter 4.The Wallboard

QueueMetrics includes user-definable wallboard facilities that allow you to design your own wallboards and run them
either interactively or as proper stand-alone wallboards.

R

Wallboards are built as a series of rotating views, each of which includes a number of widgets. Widgets are positioned as
items on a square grid that is meant to fill the screen, and you can control the number of columns that you want to use.

Wallboards are meant to be customized - you can change colors, set alarms on specific widgets, include text and images
and in general customize them to suit your specific needs. Wallboards can be private or public, in which case they can be
shared between different users and can be used to run automated stations (see "Kiosk mode" below).

Understanding wallboards
A wallboard is controlled through the top bar. The top bar:

¢ Displays the current queue or queues that are being used as data sources.

o Displays a number of circles, one for each view. By clicking on a widget, you can jump to a specific view. The
current view is displayed as a dotted circle.

¢ Displays a Play/Pause button that lets you decide whether views rotate in order according to their expected
durations or the current view remains visible. If you do any change to the page, rotation stops automatically until
manually reactivated.

¢ Displays a Load button that lets you load other wallboards that are visible to you or create a new, blank wallboard.

¢ If the wallboard has unsaved data (e.g. because you adde some widgets or moved them around), a Save button
apperas in the top bar that lets you save the current wallboard. Switching view when you have unsaved data will
lose any unsaved data.

e There is a Reorder button that lets you change the sequence of views in the current wallboard and add/remove
views.

e There is a heart-shaped icon that displays whether the wallboard you are looking at is public or private. By clicking
on that icon within a public wallboard, you get the URL that you need to run the wallboard in kiosk mode copied to
your clipboard.

e There is an Add Widget button that lets you add new widgets to the current view.

e There is a title, showing the name of the current wallboard and of the current view. By clicking on it, you can
customize some properties for both wallboard and view.

e There is an Exit button that gets you back to your QueueMetrics session.

In order to access the wallboard, you need the security key REALTIME. To edit a wallboard you need the key
WALLBOARD_ADD and to create a public wallboard you need the key WALLBOARD_FORALL. You can easily add those
keys though the User editor or by adding them to a security class.

Saved Wallboards

The default wallboard is accesible though the link "Wallboard" on the home page of QueueMetrics, using the current
gueue(s) selected. From the wallboard itself you can load other wallbords though the Load button.
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Your wallboards, and all public wallboards visible to you, will appear on the home page in the "Wallboards" section. By
clicking on them, they will open with the current selected queue. You can also delete existing wallboards by clicking on the
"Remove" icon hovering over their home page link.

Settings
By clicking on the title of the wallboard, you can edit the following properties:

For the whole wallboard:
¢ Name that the wallboards appears under. You can have multiple wallboards with the same name
e Comment is a free text comment you may want to save
e Public controls whether the wallboard appears on every user's home page (as restricted by the security key) or is
private for you
e Security key lets you protect this wallboard from users who do not hold the specified key

For the current view:
e Name is the name of the current view. Multiple views within a wallbord may have the same name, though it would
be better to use different names
e Duration is the duration in seconds that a wallbard is displayed on the screen before the next wallboard. Data is
updated live when a wallboard is being displayed.
o Number of Columns is the size of the grid that the screen is horizontally split into. This is the minimum size for a
widget, though you can stretch a widget to use multiple grid cells as you best see fit.

Editing Widgets
Widgets can be added, moved, cloned or removed freely within a view. You should position a widget in a way that makes
sense for your use case, giving it enough room to display its data in a way that is easy to see.

Most widgets will resize automatically in the space they are given to offer a good readability and to make full use of the
space they are assigned.

If you can edit a widget, when you fly over it with your mouse it will display an Edit widget icon and it will go in editor
mode. Though the editor you can:

Clone the widget

Remove the widget

Change the title

...and edit any special configuration it has (see below for a description of all availabe widgets)

As of QueueMetrics 17.06.11, most of the widgets can be filtered by queue. If you are using the wallboard to monitor
multiple queues at the same time, you can use the queue filtering function to apply the widget to a single queue instead of
applying it to the aggregation of all the queues data.

Whey you save a widget, the whole wallboard is saved automatically.

Alarms
Most widgets have a set of possible custom alarms that you can use to display them in a different color when an alarm
condition is met. Custom alarms are expressed as simple expressions, e.g. ">10" or "<15".

If QueueMetrics has a system alarm set on the queue shown and no custom alarm set, then the correct system alarm is
used. Custom alarms always take precedence on system alarms.

Running in kiosk mode
If you want to run a wallboard in kiosk mode, the first thing that you need is to get its kiosk URL. You can obtain this by
clicking on the "heart" icon. The URL might appear like the one below:

http://127.0.0.1:8080/QM/gm_wab2.do?user=robot&pass=*** &queues=300.301&wallboardld=21
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As you can see, you can edit which (atomic) queues you want to use for your wallboard by separating them with a pipe "|"
character.

The URL will always include a user called robot with password ***; edit it as necessary given the current settings of your
"robot" user. Make sure that the robot user is enabled, as it is usually present but disabled on new QueueMetrics installs.

If you connect a small-cost Linux box (e.g. a Raspberry PI or similar) to a large screen or a video beamer and set it in your
call-center where it will be visible by your agents, you can set-up a wallboard at a very low cost using commodity
hardware and requiring no human intervention but turning it on in the morning and turning it off at night.

Component Details
Here is an overview of the components currently available in Queuemetrics' Wallboard.

Circular Panels

PCO01 - Waiting Calls
This Component diplays how many calls are currently waiting to be answered.
Waliting Calls

N

1

The following properties can be modified:
e Title: The title of the component

e Color: The color of the stroke
e Red alarm: The expression used to trigger a red alarm (eg. >20)
e Yellow alarm: The expression used to trigger a yellow alarm (eg. >20)
e Queue: The queue you want to filter the data for
Available since |17.06
Name Waiting calls
Shortcut code |PCO01
Parameters -

PCO2 - Lost Calls
This Component diplays the number of lost calls.

Lost Calls

The following properties can be modified:
e Title: The title of the component
e Color: The color of the stroke
e Red alarm: The expression used to trigger a red alarm (eg. >20)
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e Yellow alarm The expression used to trigger a yellow alarm (eg. >20)
e Queue: The queue you want to filter the data for

PCO03 - Answered Calls

Available since |17.06

Name

Lost calls

Shortcut code |PCO02

Parameters

See also

This Component diplays the number of answered calls.

The following properties can be modified:
e Title: The title of the component
Color: The color of the stroke
Red alarm: The expression used to trigger a red alarm (eg. >20)
Yellow alarm The expression used to trigger a yellow alarm (eg. >20)
Queue: The queue you want to filter the data for

PC04 - Offered Calls

Answered Calls

Available since

17.06

Name

Answered calls

Shortcut code

PCO03

Parameters

See also

This Component diplays the number of offered calls.

The following properties can be modified:
e Title: The title of the component
e Color: The color of the stroke

Offered Calls

e Red alarm: The expression used to trigger a red alarm (eg. >20)
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e Yellow alarm The expression used to trigger a yellow alarm (eg. >20)

e Queue: The queue you want to filter the data for

Available since |17.06

Name Offered calls
Shortcut code |PCO04
Parameters -

PCO5 - Longest Wait

This Component diplays the duration of the longest waiting time currently happening on the selected queues.

Longest Walt

The following properties can be modified:
e Title: The title of the component

e Color: The color of the stroke
e Red alarm: The expression used to trigger a red alarm (eg. >20)
¢ Yellow alarm The expression used to trigger a yellow alarm (eg. >20)
e Queue: The queue you want to filter the data for
Available since [17.06
Name Longest Wait
Shortcut code |PCO05
Parameters -
See also

PCO06 - Agents On Call
This Component diplays the number of agents on call on the selected queues.

Circle - N Agents On Call

i

5 )

gy - _// :)’

c T

%

The following properties can be modified:

Title: The title of the component

Color: The color of the stroke

Red alarm: The expression used to trigger a red alarm (eg. >20)
Yellow alarm The expression used to trigger a yellow alarm (eg. >20)
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Queue: The queue you want to filter the data for

PCO7 - Lost Calls %
This Component diplays the percentage of lost calls.

The following properties can be modified:
Title: The title of the component
Color: The color of the stroke

PCO08 - Answered Calls %

Available since

17.06

Name

Agents On Call

Shortcut code

PCO06

Parameters

See also

Lost %

28.1

Red alarm: The expression used to trigger a red alarm (eg. >20)

Yellow alarm The expression used to trigger a yellow alarm (eg. >20)

Queue: The queue you want to filter the data for

Available since

17.06

Name

Lost Calls %

Shortcut code

PCO7

Parameters

See also

This Component diplays the percentage of answered calls.

The following properties can be modified:
Title: The title of the component
Color: The color of the stroke

Answered %

Red alarm: The expression used to trigger a red alarm (eg. >20)

Yellow alarm The expression used to trigger a yellow alarm (eg. >20)

Queue: The queue you want to filter the data for

Page 125 of 133

0455-0227 Rev A



PCO09 - Agents Ready

Available since

17.06

Name

Answered Calls %

Shortcut code

PCO08

Parameters

See also

This Component diplays the number of agents ready on the selected queues.

Cirdle - Agents Ready

The following properties can be modified:
e Title: The title of the component
Color: The color of the stroke

PC10 - SLA Level %

This Component diplays the percentage of calls answered within the selected SLA level.

SLA Level % (155)

The following properties can be modified:
e Title: The title of the component

e SLA Level: The SLA time interval

e Color: The color of the stroke

Red alarm: The expression used to trigger a red alarm (eg. >20)
Yellow alarm The expression used to trigger a yellow alarm (eg. >20)
Queue: The queue you want to filter the data for

Available since |17.06

Name

Agents Ready

Shortcut code

PCO09

Parameters

See also

94

e Red alarm: The expression used to trigger a red alarm (eg. >20)

e Yellow alarm The expression used to trigger a yellow alarm (eg. >20)
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Available since [17.06

Name SLA Level %
Shortcut code |PC10
Parameters -

See also

Tables
TCO1 - Live Agents
This Component diplays a table showing all the agents logged in on the selected queues.

e Agents
N = )
a7

LR IR IR R

The following properties can be modified:
e Title: The title of the component
Pause Red alarm: The expression used to trigger a red alarm on the pause time of an agent (eg. >20)
Pause Yellow alarm The expression used to trigger a yellow alarm on the pause time of an agent (eg. >20)
Call Red alarm: The expression used to trigger a red alarm on the conversation time of an agent (eg. >20)
Call Yellow alarm The expression used to trigger a yellow alarm on the conversation time of an agent (eg. >20)
Queue: The queue you want to filter the data for
The table will also be responsive to any Red or Yellow alarm that has been set in the Edit
Queues page under the following fields:
e Call talking duration

Available since |17.06

Name Live Agents
Shortcut code |TCO1
Parameters -

TCO02 - Live Calls
This Component diplays a table showing all the calls in progress on the selected queues.

Live Calls

Queue 301 - Sales 055554357 o3 ol &12 | Haroid Gunderson 1
Queue 301 - Sales 575551306 o0z (] 238 | Low
54555520 ooz -] 231 | Rachel Zace 104

FA1E55-TIEL ooz [ ®az | e

0 9 0 0

S15555-0158 0% oz 030 | oy Specter 10

The following properties can be modified:
e Title: The title of the component
Wait Red alarm: The expression used to trigger a red alarm on the waiting time of a call (eg. >20)
Wait Yellow alarm: The expression used to trigger a yellow alarm on the waiting time of a call (eg. >20)
Call Red alarm: The expression used to trigger a red alarm on the conversation time of a call (eg. >20)
Call Yellow alarm The expression used to trigger a yellow alarm on the conversation time of a call (eg. >20)
Queue: The queue you want to filter the data for
The table will also be responsive to any Red or Yellow alarm that has been set in the Edit
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Queues page under the following fields:
Call wait duration
Call talking duration

Available since [17.06
Name Live Calls
Shortcut code |TC02
Parameters -

TCO03 - Live Queues
This Component diplays a table showing all the selected queues, and their relative information.

Live Guieues

The following properties can be modified:

Title: The title of the component

Agents On Queue Yellow Alarm: The expression used to trigger a red alarm on the number of agents on queue
(eg. >20)

Agents On Queue Red Alarm: The expression used to trigger a red alarm on the number of agents on queue (eg.
>20)

Agents Ready Yellow Alarm: The expression used to trigger a red alarm on the number of agents ready (eg. >20)
Agents Ready Red Alarm: The expression used to trigger a red alarm on the number of agents ready (eg. >20)
Agents On Pause Yellow Alarm: The expression used to trigger a red alarm on the number of agents on pause
(eg. >20)

Agents On Pause Red Alarm: The expression used to trigger a red alarm on the number of agents on pause (eg.
>20)

e Agents Busy Yellow Alarm: The expression used to trigger a red alarm on the number of busy agents (eg. >20)
e Agents Busy Red Alarm: The expression used to trigger a red alarm on the number of busy agents (eg. >20)

Agents Unknown Yellow Alarm: The expression used to trigger a red alarm on the number of agents in an
unknown status (eg. >20)

Agents Unknown Red Alarm: The expression used to trigger a red alarm on the number of agents in an unknown
status (eg. >20)

Waiting Calls Yellow Alarm: The expression used to trigger a red alarm on the number of waiting calls (eg. >20)
Waiting Calls Red Alarm: The expression used to trigger a red alarm on the number of waiting calls (eg. >20)
Inbound Agents Yellow Alarm: The expression used to trigger a red alarm on the number of inbound agents (eg.
>20)

Inbound Agents Red Alarm: The expression used to trigger a red alarm on the number of inbound agents (eg.
>20)

Outbound Agents Yellow Alarm: The expression used to trigger a red alarm on the number of outbound agents
(eg. >20)

Outbound Agents Red Alarm: The expression used to trigger a red alarm on the number of outbound agents (eg.
>20)

Queue: The queue you want to filter the data for

The table will also be responsive to any Red or Yellow alarm that has been set in the Edit Queues

page under the following fields:

o0 Number of agents waiting

o0 Number of agents paused

0 Number of agents on call
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0 Number of calls in queue

Items

Available since |17.06

Name Live Queues
Shortcut code |TCO03
Parameters -

See also

ITO1 - N. of Calls Offered

This Component diplays a text item showing the number of calls offered on the selected queues.
N Calls Offered

The following properties can be modified:

Title: The title of the component

Red alarm: The expression used to trigger a red alarm on the number of offered calls (eg. >20)
Yellow alarm: The expression used to trigger a yellow alarm on the number of offered calls (eg. >20)
Color: The color scheme for the background and text.

Queue: The queue you want to filter the data for

Available since |17.06

Name N. of Calls Offered
Shortcut code |ITO1

Parameters -

ITO2 - Longest Wait
This Component diplays a text item showing the longest wait time among the ongoing calls on the selected queues.

Longest Walt

The following properties can be modified:

Title: The title of the component

Red alarm: The expression used to trigger a red alarm on the longest wait value (eg. >20)
Yellow alarm: The expression used to trigger a yellow alarm on the longest wait value (eg. >20)
Color: The color scheme for the background and text.

Queue: The queue you want to filter the data for
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ITO3 - N. of Calls Lost
This Component diplays a text item showing the number of calls lost on the selected queues.

Lost Calls

The following properties can be modified:
Title: The title of the component

ITO4 - N. of Calls Answered

Available since [17.06

Name Longest Wait
Shortcut code |IT02
Parameters -

See also

271

Lost Calls

Red alarm: The expression used to trigger a red alarm on the number of answered calls (eg. >20)

Yellow alarm: The expression used to trigger a yellow alarm on the number of answered calls (eg. >20)
Color: The color scheme for the background and text.
Queue: The queue you want to filter the data for

Available since

17.06

Name

N of Calls Lost

Shortcut code

ITO3

Parameters

This Component diplays a text item showing the number of calls answered on the selected queues.

N Calls Answered

The following properties can be modified:
Title: The title of the component

Red alarm: The expression used to trigger a red alarm on the number of answered calls (eg. >20)

Yellow alarm: The expression used to trigger a yellow alarm on the number of answered calls (eg. >20)
Color: The color scheme for the background and text.
Queue: The queue you want to filter the data for
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Parameters

See also

Composite Items
MIO2 - Live Agent Info
This Component is composed of three sections, each detailing a different information about an agent.

e The agent’s name is shown in the uppermost part of the component.

e The agent’s state is shown in the middle part of the component. To represent the agent’s status there are
different status badges. To read a description of the status you can hover on the status badge. Together with the
status badge you will see a time counter, detailing how long the agent has been in that particular state.

e The bottom part of the component will show the name of the queue the agent is receiving a call from, if the
agent is in a BUSY status. If the agent is on PAUSE, the pause name will be shown.

Live Agent Info
Donna Paulsen 103
Quee 300 - Customer Support

The following properties can be modified:
e Title: The title of the component

e Pause Red alarm: The expression used to trigger a red alarm on the pause time of an agent (eg. >20)
e Pause Yellow alarm: The expression used to trigger a yellow alarm on the pause time of an agent (eg. >20)
o Call Red alarm: The expression used to trigger a red alarm on the call time of an agent (eg. >20)
e Call Yellow alarm: The expression used to trigger a yellow alarm on the call time of an agent (eg.>20)
e Idle Red alarm: The expression used to trigger a red alarm on the idle time of an agent (eg. >20)
o Idle Yellow alarm: The expression used to trigger a yellow alarm on the idle time of an agent (eg. >20)
Available since |17.06
Name Live Agent Info
Shortcut code | MI02
Parameters -

MIO03 - Live Queue Info
This Component is composed of three sections, each detailing a different information about a queue.
e The queue’s name is shown in the uppermost part of the component.
e The middle part of the component is comprised of a circular panel detailing the number of answered calls on the
selected queue.
e The bottom part of the component will show the percentage of lost calls on the selected queue.

Live Queue Info
Queue 301 - Sales

422

28.5%
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The following properties can be modified:
Title: The title of the component

MI04 - Average Queue Info

Red alarm: The expression used to trigger a red alarm on the number of answered calls (eg. >20)

Yellow alarm: The expression used to trigger a yellow alarm on the number of answered calls (eg. >20)
Color: The color of the circular panel’s stroke.
Secondary Color: The secondary color for the circular panel’s stroke.

Available since |17.06

Name

Live Queue Info

Shortcut code |MIO3

Parameters

This Component is composed of three sections, each detailing a different information about a queue.
e The queue’s name is shown in the uppermost part of the component.

e The middle part of the component shows the average talk value for the selected queue.

e The bottom part of the component will show the average wait time for a call on the selected queue.

The following properties can be modified:
Title: The title of the component

Charts

BCO1 - Bar Graph SLA

Avg. Queue info

Queue 301 - Sales

1:06

Avg. Talk

0:04

Mg, Wan

Talk Red alarm: The expression used to trigger a red alarm on the average talk time (eg. >20)
Talk Yellow alarm: The expression used to trigger a yellow alarm on the average talk time (eg. >20)
Wait Red alarm: The expression used to trigger a red alarm on the average wait time (eg. >20)
Wait Yellow alarm: The expression used to trigger a yellow alarm on the average wait time (eg. >20)
Color: The color of the circular panel’s stroke.
Secondary Color: The secondary color for the circular panel’s stroke.

Available since

17.06

Name

Average Queue Info

Shortcut code

MIO4

Parameters

This Component is a Bar Chart detailing the calls fulfilling of the setted SLA answering time requirements.

The following properties can be modified:
Title: The title of the component
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e Color: The color of the circular panel’s stroke.
e Yellow Line Limit: A numerical value between 0-100 that set’s the Y coordinates for a yellow limit line.
¢ Red Line Limit: A numerical value between 0-100 that set’s the Y coordinates for a red limit line.

Available since |17.06
Name Bar Graph SLA
Shortcut code |BCO01
Parameters -

Other

CLO1 - Clock

This Component is a Clock component showing the current Date and Time.
Today

15:11

2017-06-13

The following properties can be modified:
e Title: The title of the component

Available since |17.06
Name Clock
Shortcut code |[CLO1
Parameters -

TXO01 - Text

This Component is a Text component showing a string of text. The string of text can be formatted in MD markup format,
allowing the user to display images, gifs and links.

oM

Asterisk
call center
suite

The following properties can be modified:
e Title: The title of the component
e Text: The text to display

Available since [17.06
Name Text
Shortcut code |TX01
Parameters -

See also
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