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How to Use this Guide 1

Introduction

This document is designed to allow an Administrator or User to set up and operate Nortel

Networks Reporting for Call Center.

Use this document as an ongoing reference. This chapter tells you what to expect as you read
this document and how information in this document is presented.

How This Guide is Organized

The Reporting for Call Center Setup and Operations Guide is organized as follows:

How to Use this Guide

Introduction

Installation

Administration

Using Reporting for Call Center

Reports

Reports Explained

Upgrading to Reporting for
Call Center

Glossary

Provides a brief overview of the organization of this guide.

Provides an overview of the conceptual organization of the
Nortel Networks Reporting for Call Center product.

Describes the minimum specification for the PC required
to host Nortel Networks Reporting for Call Center, and
how to install Nortel Networks Reporting for Call Center.

Describes the Administration duties and configuration that
must be conducted to ensure that Nortel Networks
Reporting for Call Center operates correctly.

Describes the usage and configuration of Nortel Networks
Reporting for Call Center from a User’s perspective.

This chapter describes the reports that are available within
Nortel Networks Reporting for Call Center.

This chapter describes each report available within Nortel
Networks Reporting for Call Center, with examples of
suggested usage.

Provides an overview of how you can upgrade from a
previous installation of Call Center Reporting 2.5, 3.0 or
3.5 to Nortel Networks Reporting for Call Center.

Describes the terms used within this User Guide.
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2 How to Use this Guide

References This chapter lists documents referenced in the body of this
guide.
Index Provides a cross-reference of topics in this document.
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Introduction 2

Introduction

Nortel Networks Reporting for Call Center is a browser-based Real Time information and
Historical Reporting tool for Nortel Networks Call Center.

Nortel Networks Reporting for Call Center provides:

* Real Time windows showing current Call Center activity, for Calls and for Agents
* Real Time information via hardware and software IP-enabled wallboards
* A comprehensive Historical Reporting package

Within this document the phrase ‘the Call Center platform’ is used to refer to
' either the Business Communications Manager or the CallPilot hardware, and

the phrase ‘the Call Center’ is used to refer to the Call Center application
running on that platform. The platforms are only referenced specifically by
name in areas of this document describing the installation of the Call Center
Reporting application software, on Pages 13, 14, 17, 18 & 19, and the
discussion concerning the configuration of the Call Center Connection page, on
Page 38.

Web Based User Interface

All the administrative and user interactions with Nortel Networks Reporting for Call Center are
conducted through a series of Web Pages accessed through Internet Explorer browser sessions.

The Web Pages are hosted on a designated PC which is referred to as the Web Host PC, on
which the Nortel Networks Reporting for Call Center software is installed. The Web Host PC
communicates directly with the Call Center to retrieve Real Time updates (for the Real Time
screens and wallboards) and Historical information (for the reports).

Other PCs that have network access to the Web Host PC can access these Web Pages. Multiple
users can, therefore, use Nortel Networks Reporting for Call Center without having any software
other than Internet Explorer installed on their PCs. (The Java runtime environment, if required,
and the Crystal Reports ActiveX report viewer will be automatically downloaded on to the client
the first time they are required.)
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Language Support

Each Administrator or User of Nortel Networks Reporting for Call Center can specify to view
their Web user interface pages in one of the following 13 languages: North American English,
United Kingdom English, Canadian French, Latin American Spanish, Brazilian Portuguese,
Spanish, Dutch, French, German, Italian, Norwegian, Danish, and Swedish.

Each Administrator or User can also view individual wallboards in any of these languages.

Administrators and Users

The two types of user of Nortel Networks Reporting for Call Center users are Administrators and
Users.

In addition to having access to all of the features of Nortel Networks Reporting for Call Center,
Administrators can specify and change fundamental configuration settings within Nortel
Networks Reporting for Call Center.

For security purposes and to maintain system stability, only Users with Administrator
capabilities can change these fundamental configuration settings . User interactions with Nortel
Networks Reporting for Call Center are limited to using the features that it provides.

Whilst Users cannot modify the core set-up of Nortel Networks Reporting for Call Center, they
can specify and change some personal preferences. Users can also configure any aspects of

Nortel Networks Reporting for Call Center that affect only themselves.

Administrators and Users view different menus when they login.

Assigned Skillsets

Administrators create Users by providing details, such as User Name and language, to Nortel
Networks Reporting for Call Center. The Administrator must then assign Skillsets to Users.

The process of assigning Skillsets defines the Skillsets that each User can view in the Real Time
screens and for which the User can request Historical Reports. Skillsets can be assigned to more
than one User.

Users can choose to view the Real Time screens or Historical Reports for any of the Skillsets
assigned to them, any combination of the allocated Skillsets, or all the assigned Skillsets.

Users, including the Administrator, can save frequently used Selections of Skillsets as Favorites
and assign names to the Favorites. The User can then, with a single mouse click, quickly locate a
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Skillset selection. Favorites are unique to each User. Users can create, modify, or delete their
Favorites without affecting the Favorites of other Users.

SQL Historical Database

Historical Report information is stored in a standard MySQL database. If Users have reporting
requirements that are not available through Nortel Networks Reporting for Call Center, they can
analyze the data using third-party reporting packages.

System Software

The software that sends data to Nortel Networks Reporting for Call Center is integral to the
Nortel Networks Call Center.

Nortel Networks Reporting for Call Center software on the Web Host PC communicates directly
with the Call Center to request Call Center Historical Report statistical data and Real Time data.

Users on other PCs can access the Real Time and Historical Report data by pointing their
Internet browsers to the Nortel Networks Reporting for Call Center Web pages on the Web Host
PC. Only the Web Host PC needs to communicate with the Call Center.

One PC on your network should be designated as the Web Host PC. Install the
' Nortel Networks Reporting for Call Center application software onto the
® designated PC only.

All other network PCs from which Users access the Real Time screens,
Historical Reports, or the Nortel Networks Reporting for Call Center user
interface must be equipped with Internet Explorer. No other software is
required on these PCs.

PC Requirements

The minimum requirements of the PC designated as the Nortel Networks Reporting for Call
Center Web Host PC are as follows:

Minimum PC Specifications
IBM™ Compatible PC
Microprocessor

Intel® Pentium ™ I1I (or equivalent) minimum, Intel® Pentium™ IV (or equivalent)
recommended.
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Microprocessor Speed
400 MHz minimum, 1.0 GHz recommended

Memory
64 MB minimum, 128 MB recommended

Network Interface Card

TCP/IP protocol

SVGA display

Mouse (or other Windows® compatible Pointing Device)
Microsoft Internet Explorer version 5 or higher

Operating System

Microsoft Windows NT 4 Service Pack 6a
Microsoft Windows 2000 Service SP2

Microsoft Windows XP Professional

Microsoft Windows 2003 Server Standard Edition

Web Server
Nortel Networks Reporting for Call Center has been verified with Microsoft Internet Information
Services 4 and 5

Hard Disk Space Required
For installation of application on Web Server: 80 MB
Storage space required for Historical Data: (approx) 256 bytes per call.

Note that the database will grow through time, and that if the diagnostic logging option is turned
on the log files will require extra disk space as well.

Minimum Printer Specification

Paper Size
Letter, 8 2 x 11 inches

A4,210 x 297 mm

Operating System Compatibility

Nortel Networks Reporting for Call Center is verified for correct operation on the following
operating systems:

Operating System Version
Windows NT 4.00.1381
Windows 2000 5.00.2195
Windows XP Professional | Version 2002
Windows 2003 Standard Edition
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Installation 3

Introduction

This chapter describes the installation prerequisites and how to install the Nortel Networks
Reporting for Call Center software on the Windows Personal Computer you wish to use as the
Web Host PC. The Web Host PC is the one which will communicate with Nortel Networks Call
Center. The Web Host PC also stores the Call Center statistical database and the Nortel
Networks Reporting for Call Center user interface, which is configured as a web site.

Other network users can use Internet Explorer to browse to the Nortel Networks Reporting for

Call Center web site on the Web Host PC to access the software features and obtain Real Time
displays and Reports.

Upgrading to Reporting for Call Center

This chapter describes the first-time installation of Nortel Networks Reporting for Call Center on
a Web Host PC that has never had Nortel Networks Reporting for Call Center installed on it.

If you are upgrading from Call Center Reporting 2.5, 3.0 or 3.5, please refer to the chapter titled
Upgrading to Reporting for Call Center on Page 258.

If you are upgrading from a previous version of Nortel Networks Reporting for Call Center to a

newer version of Nortel Networks Reporting for Call Center please refer to the section titled
Upgrading a Previous Version of Reporting for Call Center, below.

Upgrading a Previous Version of Reporting for Call Center

In order to perform an upgrade of a previous installation of Nortel Networks Reporting for Call
Center, please do the following.

1. On the Windows taskbar, click Start, point to Settings and then click Control Panel. The
Control Panel window appears. (On some versions of Windows you can click Start, point
to Settings and then click Control Panel.

2. Click on Add/Remove Programs.

3. Uninstall Reporting for Call Center

Note: You DO NOT need to uninstall the MySQL Servers and Clients 3.23.53, nor the Java 2
Runtime Environment SE v.1.4.0_03.
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If required, your Nortel Networks Reporting for Call Center databases will be modified during
the installation. There will be no loss of statistical data, but new data, tables, columns and/or
indexes may be added to them.

Deleting Temporary Internet Files

To prevent Internet Explorer from caching old versions of the Nortel Networks Reporting for
Call Center web pages, you should delete the temporary internet files that are on your computer.

Click on Start, then right click on the Internet Explorer icon, and select Internet Properties.

Internet Properties

| Genersl | Security | Privacy | Content | Connections | Programs | Advanced |

Home page
% Yaou can change which page to use for your home page.
Address: | http: ffwww. google, comf |

[ Ize Default J [ Ilze Blank ]

Temporary Intemet files

| Pages you view on the Intemet are stored in a special folder
V@ Y for quick viewing later.

[Delete Cookies... ] l Delete Files... J [ Settings...

Histany

The History folder contains links to pages you've visited, for
quick access to recently viewed pages.

Days to keep pages in histony: EED $_| [ Clear History ]

[ Colors... ] [ Fonts... ] [ Languages... ] [.ﬁa:u:essil:uil'rt'_.'...]

[ QK ][ Cancel ]

Figure 1 Internet Properties Window

Note: If you do not see this window you have clicked on a shortcut to Internet Explorer. You
must click on the Internet Explorer icon in the Start menu.

When you see the window shown in Figure 1, click on the Delete Files button. The Delete Files
dialog shown in Figure 2 will appear.
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Delete Files X

"j Delete all files in the Temporary Internet Files

You can also delete all your offline content stored
locally,

Delete all offline content

[ Ok l[ Cancel I

Figure 2 Delete Files Dialog

Select the Delete all offline content option, and then click on the OK button. You may then click
on the OK button to close the Internet Properties window.

You may now proceed with the installation of Nortel Networks Reporting for Call Center, as
described in the section titled Installation prerequisites, on page 12.

Note that if you are installing Nortel Networks Reporting for Call Center and
your Call Center platform is a CallPilot 3.0 system you MUST install the

' Nortel Networks Call Center Reporting Server BEFORE installing Nortel
Networks Reporting for Call Center, as detailed in the section below titled Call

o Center Reporting Server.

THIS IS A PREREQUISITE FOR THE INSTALLATION AND
CORRECT OPERATION OF THESE TWO SOFTWARE
APPLICATIONS.

If you are installing Nortel Networks Reporting for Call Center to be used in
conjunction with a Business Communications Manager platform, then you can
proceed directly to the section titled Installation prerequisites, on page 12,
skipping the section below titled Call Center Reporting Server.

Call Center Reporting Server

If your Call Center Platform is a CallPilot, you will also need to install the Call Center Reporting

Server onto a PC. Typically this will be the PC you will use as the Master Web Host.

Note: You DO NOT need to perform this installation if your Call Center platform is a Business
Communications Manager.

1. Load the CallPilot 100/150 CD in the CD-ROM drive of your computer.

2. Inside the CD folder double-click the Optional Software folder.

3. Inside the Call Center Application Server folder double-click setup.exe.
The Welcome screen appears.
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Click the Next button.
The License Agreement screen appears.

Click the Yes button to accept the license agreement.
The folder selection screen appears.

We recommend you install the reporting server in the default folder shown.
Click the Next button.
The database folder screen appears.

We recommend you install the database in the default folder shown.

Click the Next button.

If you do not have the Microsoft SQL Desktop Engine (MSDE) installed on your computer,
a message appears that asks if you want to install it.

If you have MSDE installed, go to step 9.

If you do not have MSDE installed, click OK and wait until it is installed.

If you do not have Microsoft .NET Framework installed, a message appears that asks if you
want to install it.

If you have Microsoft .NET Framework installed, go to step 10.

If you do not have Microsoft NET Framework installed, follow the information on the next
six screens to install it.

A message appears that says that the Call Center Reporter Server configuration tool will
now launch.

10. Click the OK button.

11. On the Call Center Reporting Server Config screen:
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—Reporting Chent Communication [nformation ———

HTTP Listen Port: Igm ¥ UseSSL

~Call Center Commuracation Information

Cal Center Addiess: [17217.3.26
Conitrol Port Iﬁ

ResHTimePot  [223

Histoical Port 12224 | Test Conlig

ok | cocd | NEIRTEL

Figure 3: Nortel Networks Call Center Reporting Server Config window

a) In the CallPilot address box your local host address automatically appears.
Change this address to the IP address or Fully Qualified Domain Name of your
CallPilot.

b) If you have a Call Center reporting application installed on the same PC as the Call
Center Reporting Application Server software, you must change the HTTP Listen Port
value from its default (8088), by entering the number of the port you want to use. If
your reporting application is installed on a different PC, you can leave the value at its
default of 8088. If you do not know which port to use, ask your installer.

¢) We recommend you do not change the values for the Control, Real-Time or Historical
Ports.

d) Click OK. The Setup Complete screen appears.

12. Click Finish.

Installation prerequisites

Before you install Nortel Networks Reporting for Call Center software, you must:

* Be familiar with the Call Center and the Windows™ operating system used by your Web
Host PC.

* Ensure that the Call Center is installed and configured.
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* Ensure that the Call Center platform is connected to, and is operational on, the network to
which the Nortel Networks Reporting for Call Center Web Host PC is connected.

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

Microsoft Internet Information Services can be installed through Add/Remove programs,
using the Add/Remove Windows Components icon. Note that on Windows NT you must
upgrade Internet Information Services to Version 4. This is available on the Windows NT
Options pack CD.

To ensure correct operation of Nortel Networks Reporting for Call Center the following
points must be observed.

* The IP address setting for the default website should be ‘(All Unassigned)’ or the IP
address setting for the default website should be 127.0.0.1 and the host header should
be localhost.

* The port should be set to 80.

* Ports 3500, 6010 and 6011 must not be blocked by local firewalls.

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

o ===

Now you are ready to install the Nortel Networks Reporting for Call Center software from the
Call Center platform.

You must have Administrator’s rights for the installation to be successful. If
' you do not have Administrator’s rights for the PC on which you wish to install
° Nortel Networks Reporting for Call Center, the installation will be halted and
you will be requested to log out and log back in with Administrator’s rights.

Installing Nortel Networks Reporting for Call Center software

By default, Nortel Networks Reporting for Call Center software creates a folder called \Program
Files\Nortel Networks\Nortel Networks Reporting for Call Center on the installation drive of
the Web Host PC. This folder contains the application files used by Nortel Networks Reporting
for Call Center. It also contains the Nortel Networks Reporting for Call Center configuration
and statistical database.
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Note: Before Nortel Networks Reporting for Call Center will operate correctly, you must
enable the Call Center Reporting Software Keycode. For Software Keycode information,
refer to the Software Keycode Installation Guide.

TCPI/IP Protocol

The Call Center platform and Nortel Networks Reporting for Call Center use the industry
standard TCP/IP protocol for communication between the Call Center and the Nortel Networks
Reporting for Call Center Web Host PC. This means the Windows Network component is
required for the Nortel Networks Reporting for Call Center Web Host PC.

The Nortel Networks Reporting for Call Center installation process does not install the Windows
Network component. For instructions on installing the Windows Networking component, refer to
your network or Windows documentation.

Checking Installation of the Windows Networking Component

Follow the steps in this section to check that the Windows Networking component is set up
properly on the PC that will operates as a Web Host PC.

Note: If your company has a network administrator, check with your administrator before
changing any network configuration parameters.

4. Start the Windows system on the PC that will have the Nortel Networks Reporting for Call
Center application installed.

5. On the Windows taskbar, click Start, point to Settings and then click Control Panel. The
Control Panel window appears.

(If you are using the Windows 2000 operating system, double click instead on Networking
and Dial-up Connections. The Networking and Dial-up Connections window appears)

(If you are using the Windows XP operating system, point to Start, Connect to and then click
on instead on Show All Connections. The Networking Connections window appears)

“._;,
6. Double click on the Network icon . The Network window appears with the
Configuration tab displayed. =

(If you are using the Windows 2000 or Windows XP operating system, right click on the

Local Area i,  Connection icon and then click on Properties.)
Lt
7. Check that TCP/IP appears on the list of installed network components.

If TCP/IP is not on the list, click Add to install this protocol using the Windows installation
instructions, or refer to your network administrator.
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Installing Nortel Networks Reporting for Call Center for a Business
Communications Manager Installation

Follow the steps in this section to install Nortel Networks Reporting for Call Center for a
Business Communications Manager installation.

I.

2.

7.

Close any Windows programs that are open.

Start your internet Browser (such as Internet Explorer or Netscape), and use it to connect
to the Business Communications Manager. Do this by entering into the browser Address
Bar the IP Address of the Business Communications Manager in the following format:
https://10.10.10.1/.

Remember to substitute the I[P Address of your Business Communications Manager for
the 10.10.10.1 shown in the example above.

Nortel Networks Unified Manager page appears.

Click Install Clients. The Install Clients page appears.

Click Nortel Networks Reporting for Call Center. Information about the Nortel
Networks Reporting for Call Center application appears. (You may need to scroll down
the page to see the button to install the application.)

Click Nortel Networks Reporting for Call Center.

A dialog will appear from which you can select to either Run this program from its
current location or Save this program to disk. The default option is Save this

program to disk. Click on OK.

The dialog box in Figure 4: InstallShield Initialization Dialog appears. Please wait.

Installing Nortel Networks Reporting for Call Center for a CallPilot Installation

Follow the steps in this section to install Nortel Networks Reporting for Call Center for a
CallPilot installation.

1.

2.

Close any Windows programs that are open.

Insert the Application Installation CD in the CD drive of the PC you wish to use as the
Web Host PC.

Double-click on the Setup.exe file.
The Install Wizard shown in Figure 4: InstallShield Initialization Dialog appears. The

wizard extracts the installation files required to install the Nortel Networks Reporting for
Call Center files on the Web Host PC. Once the files are extracted click the Next button.
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Eﬂepurting for Call Center - Installshield Wizard _ 5[
Extracting Files ;e
The contents of this package are being exkracted, e S Tl

Please wait while the InstallShield Wizard extracts the files needed to install Reparting
for Call Center on your computer, This may take a few moments,

Reading contents of package. ..

|

Instalshield

= Back et = Zancel

Figure 4: InstallShield Initialization Dialog

5. The Choose Setup Language dialog box will be displayed, as shown in Figure 5:
Language Selection Dialog, which allows you to select the default language for your
installation of Nortel Networks Reporting for Call Center.

Choose Setup Language 5[

@ Select the languaage for thiz installation fram the choices below,
]

()% I Cancel

Figure 5: Language Selection Dialog

Note that the User of Nortel Networks Reporting for Call Center is assigned a
language. You can have different languages in use by various Users at the same time.

This dialog allows you to define the default language for the Login Page and for the
default Administrator. Click on the down arrow to the right of the dropdown box to
display a list of all the languages available. When you have selected your language,
click OK. To stop the installation, click Cancel.
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6. The InstallShield Windows Installer Configuration dialog box shown in Figure 6:
InstallShield Windows Installer Configuration Dialog appears. This dialog prepares the

Wizard to install the Nortel Networks Reporting for Call Center files on the Web Host
PC.

InstallShield Wizard N

Reparting for Call Center Setup iz preparning the [nstallShield
Wfizard, which will guide you through the program zetup process.
! Pleaze wait

Checking Dperating Svstem Wersion

————

Figure 6: InstallShield Windows Installer Configuration Dialog

When prompted, click OK. The dialog box shown in Figure 7: InstallShield Wizard
Start Dialog appears.
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Installshield Wizard

Welcome to the InztallShield Wizard for Reporting for Call Center

will inztall Reporting for Call Center on pour computer. To continue, click

1 e,

Figure 7: InstallShield Wizard Start Dialog

InstallShield I - ¢ Hack ﬁ

7. To proceed, click Next. The License Agreement dialog box shown in Figure 8: License
Agreement Dialog appears.
To cancel the installation procedure, click Cancel.
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InstallShield Wizard x|

Licenze Agreement

P ead the fo i : | ent carefully.

the PAGE DO

Martel Mehworks Corporation

Martel Metworks Repaorting for Call Centre

SOFTWARE LICENSE AGREEMENT

CalUTIOM! PLEASE READ THIS BEFORE INSTALLING OF USING THIS SOFTWARE.

1. Grant of Licenze

Grant of Licerse fram Morkel Networks Corporation ["Martel'). This document [ greement'] is
the legal Agreement that will govern use of the Maortel distributed product called Mortel
Metworks Reporting for Call Centre and itz associated documentation. That product and
documentation are called "'Software" in the Agreement.

Maortel hersby grants to any uzer who has acquired the Software from Mortel or from a Mortel
Authonzed Distibutar ['Y'ou'], a license to use the Software. Such licenses are limited to uze
in accordance with the terms of this Agreement.

InstallShield . ‘ fiBagk H lies . Mo

AT

Figure 8: License Agreement Dialog Box

8. Read the Software License Agreement before proceeding. To proceed with the
installation, click Yes. The Choose Destination Location dialog box shown in Figure 9:
Choose Destination Location appears.

To cancel the installation, click No. To return to the Welcome dialog box, click Back.
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InstallShield Wizard

Choose Destination Location

another

i 7 o  —
Innstall5ticld ¢ Back ” [ Canesl I

Figure 9: Choose Destination Location Dialog Box

9. Nortel Networks recommends that you accept the location specified in the dialog box. If
you do not wish to install Nortel Networks Reporting for Call Center on the default drive
(C), click Browse to choose a new destination.

To proceed with the installation, click Next. The Setup Status dialog box shown in Figure
10: Setup Status Dialog appears.

To cancel the installation, click Cancel. To return to the Customer Information dialog
box, click Back.

Reporting for Call Center Setup and Operations Guide Issue 02 (15)



Installation 21

InstallShield Wizard
Setup Status

Reporting for Call Center Setup iz performing the requested operations.

Figure 10: Setup Status Dialog Box

The Setup Status dialog. shows the progress of the installation. To cancel the installation,
click Cancel.

10. During installation, the message shown in Figure 11: Database Installation Dialog
appears. Wait for the installation to complete.

@ Fleaze wait while the MySOL Database iz inztalled. This may take a few minutes.

Figure 11: Database Installation Dialog

Note: The MySQL database is not installed in the same folders as Nortel Networks
Reporting for Call Center; it is installed in \mysql on the target hard drive.

11. The message shown in Figure 12: Java Installation Dialog appears. Wait for the
installation to complete.
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@ Please wait while the Jawa Buntime iz installed. Thiz may take a few minutes,

Figure 12: Java Installation Dialog

Note: The Java Runtime is not installed into the same folders as Nortel Networks
Reporting for Call Center; it is installed into \Program Files\Java on the target hard
drive.

12. When installation is complete, the Installation Complete dialog box shown in Figure 13:
Installation Complete Dialog appears.

InstallShield Wizard

Install5 hield Wizard Complete

stalled Reporting for Call Center. Before you can uze

& Yes, | want to restart mp computer now,

® Mo, | will restart my computer later.

am their nd then click Finish ta complete setup.

InstallShield l ‘ < Back “ Finizh | Canesl

Figure 13: Installation Complete Dialog Box

Note: Before Nortel Networks Reporting for Call Center can operate correctly, you
must restart you Web Host PC.

To have the installation restart your PC, click Yes, I want to restart my computer now, and
then click Finish.
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To complete the installation without restarting your PC at this time, click No, I will restart
my computer later, and then click Finish.

Settings Required for Windows XP Service Pack 2

The following settings need to be configured on the Web Host PC with Windows XP Service
Pack 2 installed on it in order to allow Client PCs to connect and operate correctly.

1. Go to Start, Control Panel, Security Center.

¥ Windows Security Center ZHE'@

& Security Center

Help protect your PC

@) Resources % Security Essentials

The security settings on this computer are managed by a network administrator because it
is part of a domain {a group of computers on & network), To help protect your computer,
the administrator of this computer should do the following:

Get the latest security and virus
information from Microsoft

= Install and use a firewall such as Windows Firewall in Microsoft Windows XP or another
firewall.

Check for the latest updates from
Windows Update
= Setup Automatic Updates to download and install critical updates automatically.

Get support for security-related
issues * Install antivirus software and keep it turned on and up to date.

Get help shout Security Center What's new in Windows to help protect my computer?

Manage security settings for:

At Microsoft, we care about your privacy. Please read our privacy statement.

Figure 14: Windows Security Center Window
2. Click on Windows Firewall.

Issue 02 (15) Reporting for Call Center Setup and Operations Guide



24 Installation

- a "
= Windows Firewall

| General || Exceptions | Advanced |

Metwork Connection Settings

Windows Firewall is enabled forthe connections selected below. To add
exceptions for an individual connection, select it, and then click Settings:

[ Bluetooth Netwaork Settings. ..

Local Area Connection

UTV Intemet
Wireless Metwork Connection

Security Logging
You can create a loag file for troubleshooting purposes. Settings. .

ICHP

With Intemet Cortrol Message Protocal (ICMP), the Seitings
computers on a network can share emor and status
information.

Default Settings

To restore all Windows Firewall settings to a default state,
click Restare Defaults. jiesie Defads

0l

| o

-
—
&’
3
]
L

Figure 15: Windows Firewall Window

3. Select the Advanced Tab and highlight the Local Area Connection entry, then click the
Settings button.
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Advanced Settings

Services i]cmp . i

Select the services running on your netwark that Intemet users can
access.

Services

[ FTP Server

[ Intemet Mail Access Protocol Version 2 {IMAP3)
[ Intemet Mail Access Protocol Version 4 (IMAP4Z)
O Intemst Mail Server (SMTP)

O Post-Office Protocol Version 3 (POP3)

[] Remote Desktop

[ Secure Web Server (HTTPS)

[J Telnet Server

Web Server (HTTF)

L oK ][ Cancel J

Figure 16: Advanced Settings Window

4. Check the Web Server (HTTP) check box and click the OK button.

5. Click the Exceptions tab and click the Add button.
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Add a Port X

lze these settings to open a port through Windows Firewall, To find the port
number and protocol, consult the documentation for the program or service you

want to use.

Name: |RCCRPT

Port number: | s010|

@ TCP (3 UDP

What are the rsks of opening a port?

o

H Cancel ]

Figure 17: Add A Port Dialog

6. Enter ‘RCCRPT’ as the name for the new port and enter 6011 for the port number. Leave the

connection type as TCP, and click OK.

7. Click the Add button. Enter ‘RCCRT’ as the name for the new port and enter 6010 for the port

number. Leave the connection type as TCP, and click OK.

8. Click Ok to close the Windows Firewall Window, then close the Security Center Window.

Settings Required for Windows 2003 Server, IIS 6

The changes required in order for Reporting for Call Center to operate on Internet Information

Services 6 are detailed below.

Change 1: Enable Active Server Pages

1. Open IIS Manager
2. Highlight Web Service Extensions

Reporting for Call Center Setup and Operations Guide
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I Internet Information Services (115) Manager =101 %]
€9 e acon Vew Widow tep =R

e~ @ DB (@ 2> =0

Ny Internet Information Services
= W8 ITEL-99IMRQTGDN (local computer)
# ) Application Pools /| web Service Extension | Status |
Ei-gsl Web Skes a|F Al Unknown CGI Extensions Prohibited
) R Fanns Allow ¥ Al Unknown ISAP] Extensions _ Prohibited
s Active Server Pages
| el "h" 8] Internet Data Connector
Properties (8] Server Side Includes Prohibited
%] webDay Prohibited
Tasks
&l Add 2 new Web service
axtension. ..
& allow al Web service extensions
for a specific application —~
i3 prohibit all Web service ext s
Extended A Standard /

! | |
Figure 18: IIS Main Window with Web Service Extensions Highlighted

3. In the list on the right hand side of the Manager window highlight Active Server Pages
4. click the Allow button

Change 2: Allow IIS 6 to see the Path to the RCC Folder

1. Open IIS Manager
2. Double click on Web Sites
3. Double Click Default Web Site

I Internet Information Services (I11S) Manager ‘Jmﬂ
B L | =181
e~ | O8 XFRE @2 > 50
K4 Internet Information Services Harme [ Path | Status -
= 94 ITEL-99IMRQTGDN (local computer) | aimin_pages
B _J) Application Pools _| configuration_pages
=) Web Skes B s
= ” Default Web Site —IE'I'DE
T alh ¢ - _pages
im _ help_mages
B viewrd J help_pages
) images i Teges
®_J _private B
B _vh_af _J logn_images
* ) _Vf.l_bq - Man
W) _vhi_pvt _ realtime_pages
B _wti_seript _| realtime_sstup
B vt b _J report_pages
| Web Service Extensions _ schedule_pages boe
_J scripts
_ wallboard_pages
| default.asp
% P sl o s ok >
4] | b

Figure 19: IIS Manager with the RCC Folder highlighted

4. Right click on RCC and select Properties
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Wirtual Directory |D0cuments I Direckory Security I HTTP Headers I Cuskom Errors I

The content fFor this resource should came From:

& 4 directory Iocated on this computeri

¢ & share lncated on another computer
' A redirection to a URL

Local path: I C:\Program Files\Morkel Metworks\Repo Erowse, .. |

u Scripk source access i Log wisits
¥ Read ¥ Index this resource
i irike

™ Diractary browsing

Application sektings

Application name: I Remove |
Starting point: <Default Web Site=iroc
Configuration. .. |

Execute permissions: IScripts and Executables

[
Application pool: IDeFauItAppPooI j Unload |

(0] 4 I Cancel | Al | Help |

Figure 20: RCC Properties Page

5. Click on the Configuration button
x

Mappings | options | Debugging |

¥ Cache [54FT extensions
— Application exkensions

Executable Path

THDI i N
.asp CAWINDOWS system32linetsrviasp.dl - GET,HEA..
L CAWINDOWS system32linetsrviasp.dl - GET,HEA..
.cer CAWINDOWS system32linetsrviasp.dl - GET,HEA..
.ide CAWINDOWS syskem32iinetsrvibttp, .. GET,POST =
1| |
Add... | Edit... Remove |

‘wWildcard application maps {order of implementation):

Insett...
Edit...

Eemave

Hi

Maowve Up | [Mave Dawn |

ik I Cancel Help

Figure 21: Application Configuration Window

6. Click on the Options tab
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Application Configuration ﬂ

Mappings  ©ptions |Debugging

— Application configuration
2 -

Session Limeouk:

E. 20 minutes

¥ Enable buffering
¥ Enable parent paths

Default ASP language: I YBScripk

ASP script Lireouk: E el seconds

[ Enable Side by Side assemblies

IManifest: file name: I

a4 I Cancel Help

Figure 22: Options Page with the Enable parent paths option selected

7. Check the Enable parent paths option
8. Click OK
9. Click OK

Change 3: Allow RCC to access its .dat data files

1. Open IIS Manager
2. Right click the Local Computer entry in the tree

_=l01x|
=l =

T Internet Information Services ([15) Manager
g He ation Vew Window Help
- | AR EFRBE (@8] =0

Name  status [
_) Apphcation Pools
_| Weh Stes Service i running

8- Web Stes _ Wb Service Extensions

4 Web Service Extensions

Figure 23: IIS Manager with the Local Computer entry highlighted

3. Select Properties
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ITEL-99IMRQTGDN {local computer) Properties

Inkernet Infarmation Services |

I Enable Direct Metahase Edit

21x]

Allows you ko edit the II5 metabase configuration File while 115 is
FURRIRG.

—UTF-8 Logging

Allowes I15 to write log entries using UTF-& encoding instead of local
code page.

[ Encode Web logs in UTF-3

it
S
aaa
aad

—MIME types

115 serves only files with extensions

registered in the MIME tvpes list, To [ITHIE Ve, oo |
configure additional file extensions,

click MIME Types,

oK I Cancel | apply | Help

Figure 24: Local Computer properties page showing the Mime Types button

4. Click on the Mime types button

MIME Types x|

Reqistered MIME tyvpes (file extensions):

323 textfh3za il
aaf applicationfoctet-stream
.aca applicationfactet-streanm Edit... |
\acx applicationfinternet-property-stre —
Lafm applicationfoctet-stream IS
L& applicationfpostscript _
.aif audiogx-aiff
Jaifc audiogaiff
Jaiff audiofaiff
.art image/=-jg
Lasd applicationfoctet-stream
asf videofx-ms-asf
.asi applicationfoctet-stream
.asm text/plain ﬂ
MIME bvpe details
Extension:
MIME byvpe:

(84 I Cancel

5. Click on the New button and complete the MIME Type dialog as shown below.

Figure 25: Mime Types Window
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MIME Type x|

Extension: I .dat

MIME bype: | kextyplain

(4 I Cancel

Figure 26: New Mime Type settings

6. Click OK
7. Click Apply
8. Click OK

Change 4: Create a new Application pool and add RCC to it

1. Open the IIS Manager

2. Right click on Application Pools and select New —> Application Pool

3. Enter Nortel into the Application ID field and select the Use existing application pool
as template radio button

4. In the drop down box select DefaultAppPool

Add New Application Pool x|

Application pool I0: I Morkel

application pool settings

" Use default settings For new application poal

% 1lse existing application pool as template

Application pool name:; IDeFauIt.ﬁ.ppPDDI j

2 I Zancel | Help |

Figure 27: Configuring Application Pool

Click OK

Right click on the newly created application pool Nortel and select Properties
Click on the Identity tab

If the Predefined radio button is not selected, do so and select Local System in the
drop down box beside it.

O N
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Mortel Properties B

Recyclingl F‘E:an:urmanu:eI Health Identity |

2%

—application pool identity

Select a security account For this application pool:

¥ predefined

™ Configurable

Lzer name:

| WA PYPIGL

Password: I TTT YT IIIIT)

Briowse |

Cancel

o]

Apply

Help

Figure 28: Application Pool Identity

9. Click OK and then click Yes on the confirmation dialogue box that appears.

10. Right click on the RCC item under Web Sites and select Properties.

I Internet Information Services (I11S) Manager JJEJ}J
Y9 Be Acdion Vew Window Hep | =181 ]
e 0@ XERE R 2> "

5 Intermet Information Services Name [ path | Status -

=i W4 ITEL-99IMRQTGON (local computer) || admin pages

B-J Application Pools _J configuration_pages
=) Web Skes ] css
= ) Default Web Site B areov poges
& -
: l‘fa“d“ _ help_images
) .T’-! i) —J help_pages
B ) images _J)images
#_J _private 15
B _vti_cnf I login_images
¥ ) _Yf.l_bq - Man
B _vhi_pwt ) realtime_pages
) _vti_script _ realtime_setup
#- o _whi_bd _J report_pages
_J Web Service Extensions _J schedule_pages i
_J scripts
_ ) walboard_pages
| default.asp
3 [, W TV p—— bt
4 | 3

Figure 29: RCC Website Properties

Reporting for Call Center Setup and Operations Guide

Issue 02 (15)



Installation 33

11. In the drop down box next to Application pool select Nortel

Wirtual Directory |D0cuments I Direckory Security I HTTP Headers I Cuskom Errors I

The content fFor this resource should came From:

& 4 directory Iocated on this computeri

¢ & share lncated on another computer
' A redirection to a URL

Local path: I C:\Program Files\Morkel Metworks\Repo Erowse, .. |
u Scripk source access i Log wisits

¥ Read ¥ Index this resource

i irike

™ Diractary browsing

Application sektings

Application name: I Remove |
Starting point: <Default Web Site=iroc

Configuration. .. |
Execute permissions: IScripts and Executables j
Application pool: IDeFauItAppPooI j Unload |

(0] 4 I Cancel | Al | Help |

Figure 30: RCC Properties - Application Pool

12. Click OK

Upgrading Reporting for Call Center

Allow IIS 6 to see the Path to the RCC Folder

Following an upgrade from one release of Reporting for Call Center to another, you must repeat
Step 2: Allow IIS 6 to see the Path to the RCC Folder as described in Chapter 3.
The other steps do not need repeating.
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Administration 4

Logging In

Using Internet Explorer, browse to the URL of your Nortel Networks Reporting for Call Center
Web pages Log In page.

The URL will be http://NameOfWebHostPC/RCC

Where NameOfWebHostPC should be replaced with the network name or IP Address of the Web
Host PC.

Note: If you are actually using the browser on the Web Host PC NameOfWebHostPC can be
substituted with ‘localhost’.

Note: Once you have successfully browsed to the Log In page, you might like to add this
location to your Internet Favorites. This can be accomplished in Internet Explorer by pressing

Ctrl-D when you are on the Log In page, or by clicking on Favorites, Add to favorites...

When you have logged in you will be presented with the page below.
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3 Nortel Networks Reporting for Call Center. - Microsoft Internet Explorer |Z||E|E|
File Edit ‘iew Favorites  Tools  Help ; f
< \_/] \ﬂ @ . h /.._‘J Search “:;1:( Fawarites @ Media Q‘E <]+ k___-,_'_ = J @ '3

Address |@ http: [ fdesspigfrceimainglogin. asp V| G0 Links

A
NERTEL
NETWORKS"
Login
I
Welcome to Nortel Networks Reporting for Call Center.
Please login using your username and password below:
Username: || | _
Password: | |
b
I@ Done ‘:g Local intranet

Figure 31 Log In page

Note: A System Administrator is already set up for you, with a default password. You will be
required to change this password the first time you login.

Enter the username admin and the password 0000 and click on the Login button. You will be
presented with the Change Password page, shown below.
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Changing Default Password

<2 http:#localhost/rccimain/change_login_admin.asp - Microsoft Internet Explorer

File Edit ‘iew Favorites Tools  Help

S=1ES

ar
@Back T g \ﬂ @ h /'f ) Search k1_'-/"_-?'3’Fa\"orites @Media Q“ { < - ,‘;
Address L@ httpifflocalhost frec/mainfchange_login_admin,asp Vi Go Links ™

NS s

Change Password

Please input a new password below

Mew password | |

Confirm passwurd[ |

Lt

.Ej Done

‘vj Local intranet

Figure 32 Change Password Page

Choose a new password. The password can be from 1 to 10 characters, including upper and
lowercase letters, and digits. It can be anything apart from 0000. Enter your new password in the
New Password field, and then enter the same password in the Confirm password field.

If there were any differences between the two entries you will be informed that the password and
confirmation do not match, and you will need to re-enter the password in both fields once more.

If you have successfully entered the new password correctly in both fields you will be presented

with the Administration Menu page, shown below.
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Administration Menu

The Administration Menu is the page an Administrator will be presented with whenever they
login (unless they are logging in with a default password of 0000).

Note: To remind you that you have logged in as an Administrator, the word ‘Administration’ is
displayed on the right hand end of the blue bar at the top of each Administration page.

<2 http:/Hlocalhostirccfadmin_pagesfadmin_index.asp - Microsoft Internet Explorer E|E|@
File Edit ‘iew Favorites Tools  Help a’
@ Back ~ () \ﬂ @ ;_\J j: ) Search \:11 Favorites @ Media Q“ { fad ’;
Address '@ http:fflocalhost frocf admin_pagesfadmin_index. asp Vi Go Links *>
2
Haﬁg'F-,!;onKs‘ Administration
* Maln “logaut - Help

. Administration Menu

Call Center Connection - Welcome
em Administration - Please select an option fram the left hand side to continue.
Maintenance

Company Details

Reporting -

&] Done %J Lacal intranet

Figure 33 Administration Menu Page
The options that are available to an Administrator are listed down the left hand side of the page.
These will be described in turn below.
Call Center Connection

The Call Center Connections option allows you to specify the network identifier (IP Address or
Network Name) of the Call Center platform.

When you select the Call Center Connection option you are presented with the Call Center
Connection page, shown below.
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2 http://localhost/rcc/admin_pages/security_settings.asp - Microsoft Internet Explorer

Fle Edt View Favortes Toos Help o
Qs - Q- 8] @& Posower Jorewn @ -5 8- JQOFO B
- -Q]hm):a_AMos:#cc;admmpaqes:'smnv_ﬁemlgs.m v | B Go Links *®
Google - v| @seachwer ~ §  (5h 538 blocked #d options
NERTEL Administration|
NETWORKS

. et e

Call Center Connection

Please enter the IP address or network name and CCRS password below
Call Center Connection »

IP address/Network name :

Syst Administri .
e atnetn CCRS password :

Confirm CCRS password :

Maintenance
Connection Security Use SSL
Company Details - Make historical data requests every : 5Minutes
Select an IP Address [IP Address Not Selected] »
Reporting Wallboard and Real Time Refresh Interval | 1 % | Secondis)

%4 Local intranet

Figure 34 Call Center Connection Page

Enter the IP Address or the Network Name of the Call Center platform. If you do not know what
to enter here, consult the Local Area Network Administrator for your site.

If you are entering the connection details for the PC on which the CallPilot 3.0
Application Server is running, you must also specify the Port number for which
the Application Server has been configured. This is indicated by entering the IP
Address, a colon and then the Port number.

o —md

For example, If the IP address number was 10.1.1.150 and the Port number was
8079, the full entry in this field would be the 10.1.1.150:8079.

Note that the default Port is 8088.
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When Nortel Networks Reporting for Call Center communicates with the Call Center to request
Real Time or Historical Report data it includes a password in the data request. This allows the
Call Center to verify that the application requesting the data is authorized to receive it.

This password is set within the Call Center using CallPilot Manager. That same password must
be entered into the CCRS password field. It must then be entered into the Confirm CCRS
password field.

Note: The default CCRS password is ‘CCRS’, but this might have been changed within the Call
Center from within CallPilot Manager.

The Connection Security check box allows you to specify whether you are connecting to the Call
Center using SSL or not. By default, the setting is checked, to use SSL. If it is changed on the
Call Center platform to no longer use SSL then you must also uncheck this setting to no longer
use SSL. This is an advanced setting that is not usually changed from the default.

When you change the Connection Security setting you will see a popup message informing you
that you must reboot your Web Host PC in order for the settings to take effect.

Microsoft Internet Explorer

1 "_q You have changed your connection security, You MUST now reboot the Web Host PC in order for the chanages to take effect.
L

Figure 35 Connection Security Setting Changed Reboot Message

As indicated in the message box shown above, you must close down and restart the Web Host
PC before these changes will take effect.

The Make data requests every dropdown allows you to specify how frequently the Web Host PC
communicates with the Call Center in order to obtain reporting data. It is usual to set this to 15
minutes.

The Select An IP Address field allows you to select which IP Address (Network Interface Card)
you wish to use to communicate to the wallboards with. If the Web Host PC has more than one
IP Address (because it has more than one Network Interface Card configured) the drop down
menu will be populated with the IP Addresses that have been configured for the Web Host PC.
This allows you to select which Network Interface Card to use for communication with the
wallboards. The Network Interface Cards are identified in the drop down menu by their
configured IP Addresses.

You should select the IP Address which has been configured on the Network Interface Card
which is connected to the same network as the wallboards. Note that this is NOT the I[P Address
of the wallboard — this is the [P Address that has been configured for the Network Interface Card
in the Web Host PC.
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Note that if you add a new Network Interface Card or other network type of
' device, such as a USB Bluetooth device, or if you enable a disabled Network

Interface Card, then you must reboot your Web Host PC in order for the new
L device to be detected and presented to you in the Select An IP Address drop-
down menu.

Finally select your refresh interval for the Wallboard and Realtime displays, the 2 options
available are 1 second (default) and 3 seconds.

Note that this setting only applies to the refresh rate of the display.
' Wallboard and Real Time information is always calculated to the second, so

for example if you select 3 seconds as your refresh interval your display will
L update every 3 seconds but your data will still be calculated to the second.

When you click on the Submit button on the Call Center Connection page (see Page 22 of the
Reporting for Call Center SUOG) you will see a popup message informing you that the data
download might take some time, and to please await further notification.

Microsoft Internet Explorer

L] 'f This process may take a while - Please wait until further notification
L

Figure 36 Starting Data Download notification Message

When you click the OK button the message box will close and Reporting for Call Center will
repeatedly request historical data from the Call Center until the database on the Web Host PC is
up to date.

A small window will appear which will show an updated display to allow you to monitor the
progress of the Call Center download.

‘22 Reporting For Call Center - Download Status - M... E“E”g]

[ RCC Database Update Complete _ RLLEA
Time:
Processing Calls From: 07 D=c2004 12:11:18
Calls Extracted from Received Data: 0
Total Call Center Calls in the Database: 27183

Figure 37 Download Status Window

This window provides information regarding the status of the current download.

The Percentage Completed line indicates how near to completion the download is. When
Reporting for Call Center is installed it queries the Call Center for any Call Center data that the
Call Center has accumulated.
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Time is the time in hours, minutes, seconds that the current download has been running for, this

will be updated every 9-10 seconds.

The oldest data that is held within the Call Center database defines the start point of the

download, and the date of ‘today’ defines the end point of the download. The download has to

request data from the Call Center for each day within the download period. The Percentage

Completed line indicates how far through the download period the download process has reached

in terms of time, not in terms of calls.

For example, if the Percentage Completed figure was at 50% and the Calls Extracted from

Received Data was at 125, this does not mean the download will be complete when the Calls

Extracted from Received Data reaches 250. Rather, it means that the download has processed

50% of the download period and has extracted 125 calls so far.

Total Call Center Calls in the Database indicates the total amount of calls stored within the Web

Host PC database, which will include the Calls Extracted from Received Data figure.

Note: The time taken to download the historical data from the Call Center and to store it in the
Web Host PC database will depend on the amount of time the Call Center has been
recording historical data prior to being connected to the Web Host PC, and the amount of
call traffic that your Call Center handles.

As a rough guide, 30,000 calls will take between 6 and 18 hours, depending on the level
of network traffic and the speed of your Web Host PC.

You may use your PC as normal during this period of course, but do not reset it or
power it off.

When the download has completed you will be informed by another message box.

Note: If you have changed the Browser Web Page to something other than the Call Center
Connection page, or if you have closed the Browser, then you will not receive the
download completed message. The data download will complete as expected, and you
will be informed of this in the Download Status Window, but you will not receive another
message box from the Browser.

Note: If the Browser page has timed out by the time the data download has finished, this is not
an error. Microsoft Internet Information Services has a setting which dictates how long it
will wait before closing a web page. The data download will complete as expected, and
you will be informed of this in the Download Status Window, but you will not receive
another message box from the Browser.

System Administration

Selecting the System Administration option presents you with the System Administration Menu
page, shown below.
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A http:Hlocalhostirccfadmin_pages/security_index.asp - Microsoft Internet Explorer E|E|@
ar

File Edit ‘Wiew Faworites Tools  Help

@Back LA D | \ﬂ @ ;_\J jj.l Search kL_'j_-.f':\--'Fa\u'orites %"Media Q‘E [ < = ‘_;

Address '& httpflocalhost frocf admin_pagesfsecurity_indes. asp Vi Go Links
2
NERTEL e .
NETWORKS Administration
* Maln Clogout - Help

.. System Administration Menu

Call Center Connection + Flease select an option from the administration menu on the left hand side to
cantinue.

System Administration -«

System Admin Settings «
User Admin «
Skillset Assignment -

Maintenance -

Company Details

Reporting -

.Ej ‘rj Local intranet

Figure 38 System Administration Menu Page

The System Administration Menu allows you to:

* Change the username and the password for the default Nortel Networks Reporting for
Call Center Administrator

* To create Users

* To allocate Skillsets to those Users

System Admin Settings

Note: This is a special utility to allow you to amend the settings for the single, pre-defined
Administrator that is supplied ready-defined with Nortel Networks Reporting for Call Center.

This is NOT the way to change the username and password of other Users who have been
configured as Administrators. To change the details of those Administrators, use the User
Admin Edit feature, described on Page 47.

On the System Administrator page you can change the name of the System Administrator or
change their password, or both. In either case you must enter the current System Administrator
password to confirm that you have authority to make these changes.

Selecting the System Admin Settings option presents you with the System Administrator details
page, shown below.
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<2 http:Hlocalhost/rccfadmin._pages/system,_manager_settings.asp - Microsoft Internet Explorer E|E|@
File Edit ‘Wiew Faworites Tools  Help ar
@ Back * () \ﬂ @ ;_\J jj ) Search \:'\ Favarites %" Media Q‘E [ < = ‘_;
Address '& httpfflocalhost frocf admin_pagesfsystem_manager_settings. asp Vi Go Links
2
"ﬂﬁgﬁ!bml Administration
* Main Clogout e

.. System Administrator

Call Center Connection « Please enter the new details for the system manager below,

System Administration -« Please enter new ugername  |admin |

eer Adiiins Please enter old password |

Skillset Assignment -

System Admin Settings

Please enter new password | |

:
Maintenance - Please confirm new password | |

|

Company Details

Reporting -

€] Done % Lacal intranet

Figure 39 System Administrator details page

To change the name of the System Administrator provide a new name in the username field, and
the current Administrator password in the old password field.

To change the password provide the new password in the new password field, and confirm the
password by entering the same password in the confirm new password field. (You must also
provide the old (that is, the current) password in the old password field.)

When you have made the changes you need to, click on the Submit button. You will be returned
to the System Administration Menu page.

User Admin
This option allows you to Add, Delete, Edit the settings or Reset the password for a User.
Note: A User is not an Agent! A user is someone that you wish to have access to the Nortel

Networks Reporting for Call Center system, in order to monitor Skillsets through the Real Time
screens and to be able to obtain Historical Reports on those Skillsets.
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You do not have to enter all of your Call Center Agents into Nortel Networks Reporting for Call
Center (although you can, if you so wish). Typically, you would enter Skillset Supervisors and
other Management personnel who need to know about the performance of the Call Center.

Selecting the User Admin option presents you with the user Admin page, shown below.

<2 http:Hlocalhost/rccfadmin._pagesfuser_list.asp - Microsoft Internet Explorer E|E|[E
ar

File Edit ‘Wiew Faworites Tools  Help

@Back LA D | \ﬂ @ ;] /T ) Search ‘-;I_-T':\/Favorites e"Media Q“ ) i ,;

Address |<§ http:flocalhost frocf admin_pagesfuser_list, asp Vi Go Links
~
Naﬁ!‘ﬁ"ﬁoaks Administration
* Maln Clogout - Help

.. User Admin

Call Center Connection « A list of configured users appears below, help is available by clicking the
help button abowe.

System Administration -« .
There are currently no users in the system

o = .
System Admin Settings « Add
User Admin «

Skillset Assignment «

Maintenance -

Company Details +

Reporting -

.'Ej Daone ‘vj Local intranet

Figure 40 User Admin Page

The first time you see this page there will be no Users defined. To add users click the Add
button. You will be presented with the Add User page, shown below.
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<2 http:Hlocalhostirccfadmin_pagesfadd_users.asp - Microsoft Internet Explorer E|E|®
File Edit  ‘iew Favorites  Tools  Help ar
Qeack - () \ﬂ \E] L D j.- ) Search \‘\ Favortes (@ veda &2 (-~ ,;
Address @ httpfflocalhost frocf admin_pagesfadd_users,asp Vi Go Links
f
Haﬁ!ﬂﬁ!ﬁoﬂks‘ Administration
- Maln - Logout -'H.';-.in
.. Add User
Call Center Connection « Please input the details of the user below,
System Administration - First name | I
System Admin Settings » [ Il
User Admin « SBumname | -
Skillset Assignment - RCC Username | i
Maintenance - Language | UK English %
Assign Wallboards []
Company Details Administratar O
Reporting -
bt
.Ej Done ‘rj Local intranet

Figure 41 Add User Page

This page allows you to enter the details of the new User. You provide the first name and the
surname of the User, and the username they will use to log in to Nortel Networks Reporting for
Call Center with. You can specify the language preference of the User, which will dictate the
language used to display the Nortel Networks Reporting for Call Center Web Pages to them.

Finally, you can specify whether the new User is able to configure wallboards (for their assigned
Skillsets), and whether they are a regular User or an Administrator.

Note 1: You should only make a User an Administrator if it is required for that individual to be
able to specify and change fundamental configuration settings within Nortel Networks
Reporting for Call Center.

Note 2: All new Users have their passwords defaulted to 0000. The first time they login to
Nortel Networks Reporting for Call Center they are prompted to change their password.

In the example shown below, the new user Mary Smith has been added, with the Username of

Marys, she is going to receive the Web Pages in English and whilst she is able to configure
wallboards for her assigned Skillsets, she is not a full Administrator.

Administration and User Permissions
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The System Administrator, Users created as Administrators, Users who can Assign Wallboard
and Standard Users have different administration capabilities regarding other Users, Skillset
Assignment and Wallboard Assignment.

Regular Users (Standard Users)

These are Users who have been created without either the Administrator or the Assign
Wallboards check boxes ticked. These Users can perform no configuration of other Users, and
they cannot change their own settings. They also cannot assign or work with Wallboards.
Regular Users only have access to the Skillsets that were assigned to them by the System
Administrator.

Users with the Assign Wallboard Box Checked (Wallboard Users)

These are Users who have been created without the Administrator check box ticked. These
Users can perform no configuration of other Users, and they cannot change their own settings.
They can assign and work with Wallboards. Wallboard Users only have access to the Skillsets
that were assigned to them by the System Administrator.

Users with the Administration Box Checked (User Administrators)

These are Users who have been created with the Administrator check box ticked. These Users
can perform configuration and editing activities on other Users, including creating Users and
assigning Skillsets to them. They cannot change their own settings however, apart from resetting
their own password. If the Wallboard check box was ticked when their own account was
originally created they are also able to assign and work with Wallboards. User Administrators
only have access to the Skillsets that were assigned to them by the System Administrator.

System Administrator

This is the default Administrator account which is created when Nortel Networks Reporting for
Call Center was installed. This User has full access to the system and to all configuration
options. They can create and edit and delete Users, and can assign Skillsets to them. They can
also reset User passwords, including the System Administrator’s password. Note that they are
the only user who can do this. The System Administrator has access to any Skillset.
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<2 http:Hlocalhostirccfadmin_pagesfadd_users.asp - Microsoft Internet Explorer E|E|[E
File Edit ‘Wiew Faworites Tools  Help ar

@Back LA D | \ﬂ @ ;_\J jj.l Search ‘-;I_-.f':\f'Favorites @Media Q“ ) 4~ ,_;

Address |& httpfflocalhost frocf admin_pagesfadd_users,asp Vi Go Links
2
NERTEL o ;
NETWORKS: Administration
* Main Clogout - Hep
.. Add User
Call Center Connection Please input the details of the user below,
System Administration -« First name !“Mary i

System Admin Settings «

| %
User Admin. | SUMaMe ool |
Skillset Assignment - RCC Username EMaryS i
Maintenance Language | UK English V!
Assign Wallboards
Company Details Adrinistratar [}

Reporting -

€] Done % Lacal intranet

Figure 42 Details for new User Mary Smith

When you have completed the details of your new User, click on the Submit button. This will
save the details of the newly entered User.

A small dialog box will ask whether you wish to add more Users. If you choose to Add more
users the Add User page fields are cleared and you can enter the details of your next new User.
If you decide not to add any more Users at this time you are returned to the User Admin page.

The newly added User will now be listed on the User Admin page. Beside the user details are
some buttons. These allow you to Edit the details of the user, to Delete the User from the
system entirely or to Reset their password to 0000, should they have forgotten their password.

Edit

This button will present you with the Edit user page, shown below.
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<2 http:Hlocalhostirccfadmin_pagesfedit_users.asp?useriD=48 - Microsoft Internet Explorer E| El@
ar

File Edit ‘Wiew Faworites Tools  Help

@Back LA D | \ﬂ @ ;_\J jj.l Search kL_'j_-.f':\--'Fa\u'orites %"Media Q‘E [ < = ‘_;

Address '& httpflocalhost frocf admin_pagesfedit_users,aspPuserID=48 Vi Go Links
2
Ha’r}g'ﬂ"onks Administration
* Maln Clogout - Help

.. Edit User
Call Center Connection « The details of the user appear below.
System Administration - First name Mary I
System Admin Settim_s . Suthame !Smith
User Admin « e ———————
Skillset Assignment - RCC Username . MaryS i
Maintenance - Language | UK English +|
Assign Wallboards
Company Details Administratar O
Reporting -
bt
.Ej Done ‘rj Local intranet

Figure 43 Edit User Page

This is similar to the Add User page but the User detail fields are already populated with the
currently stored details for the User.

Delete

Use this option to remove the details of a User completely.

Note: If you Delete a User and subsequently wish that you hadn’t, you will have to Add the User
again by using the Add User page and entering their detail once more.

When you click the Delete button you will be prompted to make sure that you wish to remove
the User. If you do not wish to remove the User click the Cancel button, if you are sure you wish
to remove the User click the OK button.

In both cases you will be returned to the User Admin page, but if you decide to remove the User
they will no longer be included in the list of configured Users.

Reset Password

This button allows you to reset the password of the User to 0000. This will mean that the User
must use the password 0000 when they next login, and they will be forced to select a new
password. Use this option when a User has changed their password to something and then
forgotten what it was.
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When you click the Reset Password button you will be prompted to make sure that you wish to
reset the password for the User. If you do not wish to reset their password click the Cancel
button, if you are sure you wish to reset their password, click the OK button.

In both cases you will be returned to the User Admin page, but if you decide to reset their
password they will need to use the password 0000 the next time they login. They will then be
prompted to enter a new password.

Skillset Assignment

This option allows you to assign Skillsets to Users. Assigning Skillsets to a User allows the User
to view those Skillsets in the Real Time screens and to obtain Historical Reports on those
Skillsets.

A User can have multiple Skillsets assigned to them, and a Skillset can be assigned to multiple
Users.

Selecting the Skillset Assignment option presents you with the Skillset Assignment page, shown
below.

<2 http:/Hlocalhostirccfadmin_pages/skillset._assignment.asp - Microsoft Internet Explorer E|E|@
File Edit ‘iew Favorites Tools  Help a’

@Back T g \ﬂ @ ;_\J jr.' Search “;I_-.i':i-'Favorites @Media Q“ { < ~ ,;

Address '@ httpifflocalhost frocf admin_pages)skillset_assignment.asp Vi Go Links ™
~
HQﬁE‘F‘o&ORKS‘ Administration
- Malny “logeut - Hep

.. Skillset Assignment

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

System Administration -«

System Admin Settings » Username First name Last name

User Admin +

Skillset Assignment « Marys Mary Stmith
Maintenance -

Company Details

Reporting -

;Ej ‘ﬂ Local intranet

Figure 44 Skillset Assignment Page
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Each configured user is listed on this page. In our example we only have one configured User,
Mary Smith. Beside the entry for Mary Smith there is a button labeled Assign. Clicking the

Assign button presents you with the Assigned Skillsets page, shown below.

a http:/ /localhost /roc/ admin_pages/assign_skillsets.aspfuserID =48 - Microsoft Intermet Explorer _-.i.m.l_’ﬂ
File Edt View Favortes Tooks Help .:‘I
- L) M A, \
sk~ () - [x] 2] 0| ) sewch §CFavorkes (@ meda £2) - . M- 3
Address Iﬂ http:fflocalhostjrocfadmin_pagesfassign_skdlsets, aspiuseriD=48 j '3‘ tnks *
Google - | ~] @hseachwed - | § | Bhssblocked ] oo [) | Edoptons #
=
NQELE\,!;ORKS Administration
e +logout -t
Assigned Skillsets
Call Center Connection « Skillset assignment for Mary Smith
Skillsets appear in the list below. Assign skillsets by selecting them and
System Administration using the appropriate amow key
System Admin Settings -
User Admin «
Siligct Apgignmeont = Unassigned Skillsets Assigned Skillsets
Accounts
Maintenance - Admin
Development ”
kel Help Desk (—J
Company iy Marketing 113_]
Personnel
Sales
ey .
pri Support LJ
Training
‘Warehouse
_Submit |_Cancel |
' — =
@yoons | % Local intranet #

Figure 45 Assigned Skillsets Page

Note 1: The Skillset names shown here are intended as examples only. Your copy of Nortel
Networks Reporting for Call Center will display whatever Skillset names you have setup in the

Call Center using CallPilot Manager.

Note 2: The Skillset names are obtained automatically from the Call Center. Your copy of
Nortel Networks Reporting for Call Center will have to have been connected to the Call Center

for a few moments in order for the Skillset names to appear here.

The Skillsets are assigned by moving them from the Unassigned Skillsets list to the Assigned

Skillsets list.

This is accomplished by highlighting the Skillset name you wish to assign (in the Unassigned
Skillsets list) and clicking on the > button. This will move the Skillset from the Unassigned

Skillsets list to the Assigned Skillsets list.
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Repeat this until you have assigned all the Skillsets you wish to assign to this User. In the
example shown below the User Mary Smith has been assigned three Skillsets: Development,
Sales and Training.

a http:/ /localhost /rec/admin_pages/assign_skillsets.asp?userID=48 - Microsoft Internet Explorer = | Dli‘
File Edit Wiew Favorites Tools Help | a
@ Back r (o) © \ﬂ igl .:\| | j ) Search i\? Favorites @Medié &2“1 | i _,; Tl | 3
Address |.§f http:fflocalhostrocadmin_pages/assign_skilsets. aspruserlD=43 j Go | Links **
Google - || B searchiwes - | g0 | Ehsblocked Elavoril [ | B options
Ne&!«%‘oms- Administration
| = Q}HE 1 e RN E

Assigned Skillsets
Call Center Connection - Zkillset assignment for Mary Smith
L . Skillsets appear inthe list below. Assign skillsets by selecting them and
System Administration - using the appropriate arrow key.
System Admin Settings «
User Admin « . . . :
e Rt Unassigned Skillsets Assigned Skillsets
Accounts Dewvelopment
Maintenance - Addrmin Sales
Help Desk << Training
_ harketing —I
Company Details - Porsanrisl
Support —(!ﬂ
Reporting + Warehouse e |
Submit'l Cancel |
=l
|&] =i [%J Local intranet 4

Figure 46 Skillsets Assigned to User Mary Smith

To un-assign a Skillset, simply highlight it in the Assigned Skillset list and click on the < to
move the highlighted Skillset back to the Unassigned Skillsets list.

The >> and << buttons will assign or un-assign all of the Skillsets in a single mouse-click.

Holding down the Control (CTRL) key and clicking different Skillset names will allow you to
highlight and select a selection of the Skillsets in the Unassigned Skillsets list. Clicking once on
the > button will then assign those selected Skillsets in one step.

Likewise, holding down the Control key and clicking different Skillset names will allow you to
highlight and select a selection of Skillsets in the Assigned Skillsets list. Clicking once on the <
button will then un-assign those selected Skillsets in one step.

Issue 02 (15) Reporting for Call Center Setup and Operations Guide



52 Administration

When you have assigned the Skillsets you wish this User to have access to, click the Submit
button. You will be returned to the Skillset Assignment page.

Reporting
The Reporting option presents you with the Main Menu page, shown below.

This is the page all regular Users (that is, non-Administrative Users) are presented with when
they login.

This option allows an Administrator to use the Nortel Networks Reporting for Call Center as
though they were a User, to view Real Time screens and to access the Historical Reports.
Maintenance

The Maintenance option allows you to check the System Status and to start or stop the XML data
feed logging.

When you select the Maintenance option you are presented with the Maintenance Menu page,
and the Maintenance menu options appear below the main Maintenance heading. This is shown
below.

<} http:Hlocalhostirccfadmin_pages/maintenance_index.asp - Microsoft Internet Explorer E|E|@
File Edit ‘iew Favorites Tools  Help a’
@ Back ~ () \ﬂ @ ;_\J j: ) Search \:11 Favorites @ Media Q“ { fad ’;
Address '@ http: /flocalhost frccf admin_pagesfmaintenance_index. asp Vi Go Links ™
~
HQ’,}E'F-,!EORKSA Administration
* Maln Clogeut - Hep

.. Maintenance Menu

Call Center Connection « Flease select an option from the maintenance menu on the left hand side to
continue.

System Administration -

Maintenance

System Status «
Logaing -

Company Details -

Reporting -+

-é:l Cane "J Local intranet

Figure 47 Maintenance Menu Page
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System Status

Selecting the System Status option presents you with the System Status page, shown below.

23 Nortel Networks Reporting for Call Centre. - Microsoft Internet Explorer EJ@|PE|
File Edit ‘iew Favorites  Tools  Help ,"

" — n : i »
Q Back ~ () |£| @ _l\J pe |search ¢ Favorites @Media é“{ T - @
Address @ http:{ fdevpig)roc)admin_pages/system_stakus,asp hd [E1a] Lirks

Administration

w2.2.108

= Main = Logout = Halp

System Status

Weh Server Details

Call Center Connection SERVER_NAME dewpig
SERVER_PORT 80
St DL IS L) SERVER_PROTOCOL |HTTP/1.1
SERVER_SOFTWARE Microsoft-IIS/5. 1
Maintenance i ihle: A .
ponerres | e _usen_agew RO ot VSE B0 wows T 1
Logging =

CAProgram Files\Martel Networks\Repoarting for Call
LU RIS ST Centerdvebsitevrechadmin_pagesisystern_status.asp

REMOTE_ADDR 10.1.1.97
REMOTE_HOST 10.1.1.97

Company Details

Reporting

RCC Datahase connection status
Status Connection successful

System Info

Schema VYersion 1.1.16897.1

App Server Platform Windows

App Server Version |0.0.1723 25557

Call Center Platform CPL

Call Center Version [CPL_CC_30.00.53.16_03_23_2004

&] Dane & Local intranet

Figure 48 System Status Page

The System Status page shows a variety of information relating to the current status of Nortel
Networks Reporting for Call Center.

You would normally only need to refer to this page when under the instruction of Support
Personnel.

Logging
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Selecting the Logging option presents you with the Logging Menu page, shown below.

<3 Nortel Networks Reporting for Call Centre. - Microsoft Internet Explorer [’._||’E|E|
File Edit ‘jew Favorikes  Tools  Help .'f
" — n T e
1 , = " - . L = .
e Back - 2 |£| \ELI ) | ! Search . Favorites @ Media @3 T _I @
Address |@ http: ffdevpig/rocadmin_pagesflogging. asp?resetlog=true hd | Go Links

NERTEL Administration|

NETWORKS"

v 22,108

= Mzin = Logout = Hulp

Logging Menu

i
Thiz section allows logging to be activated to allow diagnostic output relating
Call Center Connection to reporting for call centre to be collected. From this screen you may
activated logaing, or view details about existing logs.
System Administration Logging is activated, please click the button to deactivate
Maintenance Deactivate logging l [ Clear Log Window
System Status -
Logging = Log data appears helow
Company Details
Reporting
Log files location:
|C:'\Prngram Files\Maortel Metworks\Repaoting | [ Submit ]
@ Done ‘:4 Local intranet

Figure 49 Logging Menu Page

The Logging Menu page contains a window which lists logging activity information, and two
buttons. Various diagnostic logs are always running whenever Nortel Networks Reporting for
Call Center is operational.

The Logging Menu window allows you to start or stop one of the diagnostic logs. This log
captures the XML data sent from the Call Center to Nortel Networks Reporting for Call Center.
You would only normally stop this log under the instruction of Support Personnel.
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The Clear Log Window button erases any text from the Log Data Window. It does not affect the
current state of logging.

If the XML data logging is on, the first button will be labeled Deactivate Logging. Clicking this
will cause the logging to stop, as shown below.

2} Nortel Metworks Reporting for, Call Centre. - Microsoft Internet Explorer

File Edit ‘iew Favorites  Tools  Help ﬂ
" = o : »
' o " 3 b —_—
eﬁack > |ﬂ \g _l\J P ) Search < Favorites @Medla Q‘E = - _.‘ @
Address |@ http: {devpig/rocfadmin_pagesilogging. asp w | Go | Links

= Main = Logout = Hulp

Logging Menu

This section allows logging to be activated to allow diagnostic output relating
Call Center Connection to reporting for call centre to be collected. From this screen you may
activated logging, or view details about existing logs.

System Administration Logging is deactivated, please click the button to activate
Maintenance Activate logging ] [ Clear Log Window
System Status =
Logging = Log data appears helow

Log 3topped
Company Details

Reporting

Log files location:
|C:\Prugram Files\Maortel Metworks\Reporting | l Submit ]

&] Done %J Local intranet

Figure 50 Logging Menu Page, with the Logging Stopped

When the logging is stopped, the button is re-labeled with Activate Logging. Clicking the button
in this state will start the logging.
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Company Details

Selecting the Company Details option presents you with the Company Details page shown
below.

<2 http:Hlocalhostirccfadmin_pagesfcompany. details.asp - Microsoft Internet Explorer E|E|[E|
File Edit  ‘iew Favorites  Tools  Help -ﬂr
@ Back + J \ﬂ @ ;j jJ_- ) Search ‘-;'f Favorites e“ Media Q“ :' ) = ,_;.
Address LQ httpflocalhostrocf admin_pagesfcompany_details, asp V| Go Links
~
NG ',}EEL'ORKS- Administration

i logut  Heip

.. Company Details

Call Center Connection « Please enter the details of your company below.
System Administration - Mame | !
Street | |

Maintenance »
city | |
Company Details County | |
Pastcode |
Reporting Country | |
Site# | |
o
-’§'| Done "J Local intranet

Figure 51 Company Details Page

This page allows you to enter the details of your company or site.

Completing this page is not a requirement for the correct operation of Nortel Networks Reporting
for Call Center, it is purely a means of recording where the software is installed.

Reporting
The Reporting option presents you with the Main Menu page, shown below.
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<A http:Hlocalhost/rccmain/main_index.asp - Microsoft Internet Explorer E|E|[E
File Edit  ‘iew Favorites  Tools  Help -a’
@ Back * () \ﬂ @ ;j /T ) Search ‘-:'; Favarites e“ Media Q“ ) 4~ ,_;
Address |<Q httpfflocalhost frocfmainimain_indes:, asp Vi Go Links
2
NERTEL
NETWORKS
cman - logout “Hp - adnin

.. Main Menu

Print Schedules Welcome System Manager

From this screen you can navigate to the various areas of Reporting for Call

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

Time Bins Setup -«

Reports

:i{l "J Local intranet

Figure 52 Main Menu Page

This allows you to use the application exactly as if you had logged in as a User. (This is the first
page a non-Administrative User will see when they log in).
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Using Reporting for Call Center S

Logging In

Using Internet Explorer, browse to the URL of your Nortel Networks Reporting for Call Center
Web pages Log In page.

The URL will be http://NameOfWebHostPC/RCC

Where NameOfWebHostPC should be replaced with the network name or IP Address of the Web
Host PC. Note: If you are actually using the browser on the Web Host PC NameOfWebHostPC
can be substituted with ‘localhost’.

Note: Once you have successfully browsed to the Log In page, you might like to add this
location to your Internet Favorites. This can be accomplished in Internet Explorer by pressing
Ctrl-D when you are on the Log In page, or by clicking on Favorites, Add to favorites...

When you have logged in you will be presented with the page below.

<X Nortel Metworks Reporting for Call Center. - Microsoft Internet Explorer E|r§|rg|
File Edit ‘“iew Favorites Tools Help ‘.'
! ' '§ — ;\-’n‘- . i y 47 = Y
€ > \ﬂ |EL| Olp | Search < Favorites @Mecha @3 =1 _J @ 3
Address |@ http: }fdevpig/rocimainlogin.asp V| ed G0 Links
-~

NEIRTEL

NETWORKS

Login
Welcome to Nortel Networks Reporting for Call Center.

Flease login using your usemame and password below:

Username:“ |

Password: | |

&] Dane %) Local intranst

Figure 53 Log In Page
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You must provide a valid username and a password in order to gain access to the features of
Nortel Networks Reporting for Call Center. Before you attempt to login, ensure that an
Administrator has created a username for you.

The first time you log in your password will be set to the default value of 0000.

In the username field type the Username you have been allocated, and in the Password field enter
the default password of 0000.

You must change your password the first time you login. You will be resented with the Change
Password page shown below.

<2 http:#localhost/rccimain/change_login_admin.asp - Microsoft Internet Explorer E|E|@
File Edit ‘iew Favorites Tools  Help a’
@Back T g \ﬂ @ ;_\J jr.' Search “;I_-.i':i-'Favorites @Media Q“ { < - ,;

Address '@ httpifflocalhost frec/mainfchange_login_admin,asp Vi Go Links ™

NS s

Change Password

Please input a new password below

Mew password | |

«Ej Daone ‘ﬂ Local intranet

Figure 54 Change Password Page

Choose a new password. The password can be from 1 to 10 characters, including upper and
lowercase letters, and digits. It can be anything apart from 0000. Enter your new password in the
New Password field, and then enter the same password in the Confirm password field.

If there were any differences between the two entries you will be informed that the password and
confirmation do not match, and you will need to re-enter the password in both fields once more.
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If you have successfully entered the new password correctly in both fields you will be presented
with the Main Menu page, shown below. This is the page you will be presented with for all
future logins.

<A http:Hlocalhost/rccmain/main_index.asp - Microsoft Internet Explorer E|E|EJ
File Edit  ‘iew Favorites  Tools  Help ar
@ Back * () \ﬂ @ ;_\J jj ) Search \:'\ Favarites %" Media Q‘E [ < = ‘_;
Address '& httpfflocalhost frocfmainimain_indes:, asp Vi Go Links
2
NORTEL
NETWORKS
* Main Clogout - Halp

.. Main Menu

Print Schedules - Welcome Mary

From this screen you can navigate to the various areas of Reporting for Call

Real Time -
Center.

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

Wallboard Setup

Time Bins Setup -«

Reports

Jé_‘] Cane "J Local intranet

Figure 55 User Main Menu Page

This is the Main Menu for all regular (non-Administrator) Users. Note that the word
‘Administrator’ is not displayed on the right hand end of the blue bar at the top of each page.

Also note that Nortel Networks Reporting for Call Center recognizes who has just logged in, and
it greets them accordingly. In our example shown above User ‘Mary Smith’ has logged in, and
the page displays the message ‘Welcome Mary’.

The options that are available to Users are displayed on the left-hand side of the Main Menu
page.
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Time Bins Setup

This option allows you to specify the settings for the Answer and Abandon Time Bins, for the
Skillsets which have been assigned to you. Answer and Abandon Time Bins are collectively
known as the Time Bins.

Answer Time Bins

The Answered Time Bins are a series of six time steps used in the statistical analysis of
Answered Calls. Nortel Networks Reporting for Call Center will provide statistical reports on
the percentage of incoming calls answered within each of the periods specified in the chosen
Answered Time Bins.

A seventh Answer period is also used in the reports, which gathers information on all calls which
were answered after the period specified by the sixth Answered Time Bin.

Abandon Time Bins

The Abandon Time Bins are a series of six time steps used in the statistical analysis of
Abandoned Calls. Nortel Networks Reporting for Call Center will provide statistical reports on
the percentage of incoming calls abandoned within each of the periods specified in the chosen
Abandoned Time Bins.

A seventh Abandoned period is also used in the reports, which gathers information on all calls
which abandoned after the period specified by the sixth Abandoned Time Bin.

Note: If other Users have been assigned these Skillsets, they can change these settings.

Selecting the Time Bins Setup option presents you with a single menu option (Time Bins Setup),
and the Time Bins Setup Menu page, shown below.
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< http:Hlocalhost/rcciconfiguration, pagesiconfiguration, index.asp - Microsoft Internet Explorer E|E|[E|
File Edit  ‘iew Favorites  Tools  Help -ﬂr
@ Back + P \ﬂ @ ;j jJ_- ) Search ‘-;'f Favorites e“ Media Q“ [ ) = ,___;

Address LQ httpflocalhost frocfconfiguration_pages/configuration_indes, asp V| Go Links

~

Naﬂg'l’e‘b#ORKS'

S Clogout | <telp

.. Configuration Menu

Print Schedules « Flease select a configuration option frorm the menu on the left.

Real Time -

Agent Alarms

Wallboard Setup -

Time Bins Setup -«

Time Bins Setup «

Reports

Jil "J Local intranet

Figure 56 Time Bins Setup (Configuration) Menu Page

Selecting the Time Bins Setup option presents you with the Time Bin Setup page, shown below.
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; http:/ flocalhost /rec/configuration_pages/multi_time_bin_index.asp - Microsoft Internet Explorer = |I:I|1I
File Edit Wiew Favorites Tools Help | ar
@ Back r (o) © \ﬂ \ELI ;\I / ) Search ‘Iﬁ‘( Favorites @'Mt?.d.ia' &EQ | = _,; - | ‘3
Address |‘§[ http:fflocalhost roc/configuration_pages multi_time_bin_inde:x. asp j Go | Links **
Google - || & searchiwes - | g0 | Ehsblocked Elavcril [ | B options 8

NEORTEL
MNETWORKS
wn st e
Print Schedules Please select the Skillsets for which you wish to assign time hins
Real Time « Skillset list
Dewvelopment
Agent Alarms » Sales
Training
Wallboard Setup  »
Time Bins Setup  »
Time Bins Setup «
Reports » )
Assign Time Bins
=l
|&] =i [%J Local intranet 4

Figure 57 Time Bin Setup Skillset Selection page
The Time Bin Setup Skillset selection page allows you to select a Skillset you wish to set Time

Bin values for. Note that the list of available Skillsets for our Example User Mary Smith only
contains those Skillsets assigned to her by the Administrator.

Click on any of the displayed Skillsets to highlight the Skillset you wish to set the Time Bin
values for, and then click on the Assign Time Bins button. You will be presented with the Time

Bins values page, shown below.
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a http:/ /localhost /rec/configuration_pages,/time_bin_setup.asp?single=true&skillsets=3- - Microsoft] lor = I Dlzl

File: Edit View Favorites Tools. Help

@Back_ rigd T \ﬂ igl .:\||J;-}Search ‘E_'}g‘FaVorites @Medié &?1| i _,; - _l 3

Address |.§f http:f{localhastfroc/configuration_pages|time_bin_setup, asprsingle=trusfskilsets=3- j Go | Links **
Google - || B searchiwes - | g0 | Ehsblocked Elavoril [ | B options

NERTEL -

Time Bins
Print Schedules Flease enter Time Bin values below {mm:ss)
Real Time - Abandoned Time Bins Answered Time Bins
(MM:5S) (MM:55)

Agent Alarms Tirne bin 1 @ ] Iﬂ Tirne bin 1 I@ i IEI
Time bin 2[00 =] - [202]  Time bin 2[00 =] - [20 =]
Wallboard Setup - Time bin 3 [00 =] - [30 =] Time bin 300 =] [40 =]
Time bin 4 [00 =] - [40 =] Time bin 4 [01 =] - [o0 =]
TmeBInSSed * | fimebins[007] :[50]  Time bins[01 =] : [207]

Teinsr| R PR EE

Reports - Cancel |

=
4

|&] Done =i [%J Local intranet
Figure 58 Time Bins Page

This page allows you to enter the time steps required to define the periods into which you wish to
have calls that are Answered or Abandoned in these Skillsets categorized.

The steps used in the Time Bin periods need not be the same, but the Time Bin periods must be
set in ascending order.

For example, if you want to have Nortel Networks Reporting for Call Center report on Answered
calls, grouping together the calls that were answered within 10 seconds, the calls that were
answered between 10 and 20 seconds, the calls that were answered between 20 and 30 seconds,
the calls that were answered between 30 and 40 seconds, the calls that were answered between
40 and 50 seconds, the calls that were answered between 50 seconds and one minute, you would
set the Time Bins up to be: 00:10, 00:20, 00:30, 00:40, 00:50 and 01:00.

Note that Nortel Networks Reporting for Call Center would also include a category for anything
greater than the last time period, which in this example would be ‘anything answered after
01:00°.
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To save the settings you have made, click the Submit button. You will be returned to the Time
Bin Setup Menu page.

To leave the Time Bins page without saving any changes you might have made, click the Cancel
button. You will be prompted to confirm you do not wish to save your changes. You will then
be returned to the Time Bin Setup Menu page.
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Print Schedules

Print Schedules configure Nortel Networks Reporting for Call Center to automatically print the a
set of requested reports, at a specified time. You can specify Print Schedules to print either
Daily, Weekly or Monthly reports.

You can configure multiple Daily, weekly and Monthly Schedules.

For example you may wish to run off a set of reports each day before you come in, which refer to
Call information. You would accomplish this by configuring a Daily Schedule which prints at,
say, 08:00.

You may also have a different Daily Schedule report which refers to Agent Activity, and
configure Nortel Networks Reporting for Call Center to print these reports at, say, 16:30 so that
you have time to review them before the end of the day and the departure of your Agents.

Note: If the Web Host PC is powered off over the period in which the Schedule print is due to
take place, the Schedule Print will not be produced. You can easily obtain the same reports by
using the Reports options (see the Report section, on Page 138).

Note: If you select the Agent Audit Report, the Activity Code Report by Skillset, Agent Activity
Code Report by Agent or the Activity Code Report by # of Pegs Reports to be included in your
Print Schedule, you will be further prompted for the Agents and/or the Activity Codes you wish
to have included within these Reports. These further steps are described on Pages 174 (Agent
Audit Report), 179 (Activity Code Report by Skillset), 184 (Activity Code Report by Agents)
and 189 (Activity Code report by # of Pegs).

Selecting the Print Schedules option presents you with the Print Schedules page, shown below,
with the various Print Schedule options displayed on the left-hand edge of the page, beneath the
main Print Schedules heading.
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a http:/flocalhost /rec/schedule_pages/schedule_index.asp - Microsoft Internet Explorer

File Edit Wiew Favorites Tools Help
@Back_ v _93 v \ﬂ \ELI ':I | / )search ‘1}_':?‘ Favorites @'Me_d.ia' €§| = 1_; - | ‘3
Address |@j http:/flocalhostjrocfschedule_pages/schedule_index. asp LI Go |Links =2

Google - | || & searchiwes - | ) | Ehsblocked Elavcril [ | B options 8
=

N
Qlﬁg‘l’E\#ORKS'

.. Print Schedules

Print Schedules - Mary, please select the print schedules you wish to view from the menu on

Daily Schedules « the left.
Weekly Schedules «
Monthly Schedules «

Real Time »

Agent Alarms  «

Wallboard Setup  «

Time Bins Setup »

Reports «

E
4

€] l_ I_ l_ [& Localintranet
Figure 59 Print Schedules Page

Daily Schedules

Selecting the Daily Schedules option presents you with the Your Daily Schedules page, shown
below. Initially this will be empty.
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a http://localhost /rec/schedule_pages/daily_schedules.asp - Microsoft Internet Explorer it |I:II1|
File Edit Wiew Favorites Tools Help | E
@ Back » _93 v \ﬂ \ELI / :I | / )search ‘1}_':?‘ Favorites @'Me_d.ia' &1 | = _1_; - | ‘3
Address |@j http:/flocalhostirocfschedule_pagesidaily_schedules; asp LI Go | Links **
Google - | || & searchiwes - | ) | Ehsblocked Elavcril [ | B options 8

=]
NEORTEL
NETWORKS
.% 1 L ]
.. Your Daily Schedules
Print Schedules Your daily print schedules appear below, help is available by clicking the
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Figure 60 Your Daily Schedules Page

To add a Daily Schedule, click the Add button.

Clicking on the Add button presents you with the Add Daily Schedules page, shown below.
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Figure 61 Add Daily Schedule Page

The Add Daily Schedule page allows you to specify the which reports you wish to have included
in the Schedule, which days are to be included in the Schedule and when it is to be printed.

You may also specify which period of the day the reports will contain. You must also specify a
name for your Schedule and which printer you wish to have the reports generated on.

To select a report to be included in the Schedule, click the check box beside the report name.
Selected reports will have a tick in the check box beside their name. You can of course select
multiple reports.

To include the reports from a particular day in the Schedule, click the check box beside the day
to place a tick in the check box. You can of course select multiple days.
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Note: Daily Reports print on the day following the day which is being reported on. That is, if
you select a Daily Report Schedule for Mondays, it will be printed on Tuesday. This ensures that
the report day has completely elapsed when the reports are generated.

To set a name for your Schedule, type the name in the Schedule Name field. This is to help you
identify, and distinguish between, the different Schedules you create.

The Report Period Start Time and Report Period End Time dictate the period within each day for
which the reports are generated. For example, if your Call Center has a working day that starts at
08:30 and finishes at 17:30, you may wish to specify the Start Time as 08:00 (to see if you have
early calls that you are missing by not having the Call Center open) and 18:00 (to see if there is a
late surge of calls).

To specify which printer the reports will be generated on, select one of the options from the
Select printer drop-down menu. This drop-down menu will list all of the printers which are
accessible from the Web Host PC. (The reports are generated from the databases held in the
Web Host PC.)

Our example User Mary Smith has configured her Daily Schedule as shown below.
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Figure 62 Add Daily Schedule Page - Example Settings

Mary Smith has selected the Answered Calls, Abandoned Calls and CLID reports to be printed at
08:30 each morning, for Monday through to Friday. (So her printouts will be generated on
Tuesday for Monday, on Wednesday for Tuesday, and so on until Friday’s reports are printed on
Saturday morning.)

Her schedule is Called AnswAband, and the reports will start to be generated at 08:30, on the HP
840C DesklJet printer. The reports will cover the period from midnight to midnight for each day.

To save your Daily Schedule click on the Submit button. You will be presented with the Daily
Schedule — Skillsets page, shown below.

To leave the Add Daily Schedule page without saving any changes you might have made, click
on the Cancel button.

You will be presented with the Your Daily Schedules page.
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Figure 63 Daily Schedule Skillsets Page

The Daily Schedule Skillsets page allows you to select which Skillsets you wish to have included
within the generated reports that are produced by the Daily Schedule.

Skillset List Selection Methods

You can use the following techniques to select Skillsets from the Skillset List.

Clicking once on an unselected Skillset name will select it (it will be highlighted) and will
remove the highlight from any other currently selected Skillsets.
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Clicking once on a selected (highlighted) Skillset name will unselect it. But note that if other
Skillsets are selected and you click on a Skillset name, you will unselect all of the other Skillsets
and you will select the Skillset you clicked on.

Clicking with the Control key (CTRL) pressed will allow you to select and highlight multiple
Skillsets.

Clicking a Skillset with a Shift key held down will highlight all of the Skillsets between position
of the currently highlighted Skillset and the Skillset you clicked on.

The Select All button can be used to select and highlight all of the Skillsets at once.

Adding Selections to the Favorites List

If there are collections of the assigned Skillset which you will frequently need to review the
Daily Schedules for, you can add the selection of Skillsets to the Favorites list.

This will mean that instead of having to select and highlight a particular collection of Skillsets
each time you wish to use them, you can just click the Select button beside appropriate Favorite
and the collection of Skillsets will be highlighted for you at once.

To add a Favorite to the Favorite List, highlight the Skillsets you wish to include in the Favorite
and then click the Create Favorite button. You will be presented with the Save Favorites page,
shown below.
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Figure 64 Save Favorites Page

Enter a name in the Favorite Name field, and then click on Submit to save it. (Click on Cancel to
return without saving the Favorite.)

Mary Smith has created a Favorite that contains the Skillsets Training and Development, and she
has called the Favorite Dev&Train. When a Favorite has been created it will appear in the
Favorite List at the top of the page, as shown above.

Note: Many pages within Nortel Networks Reporting for Call Center allow you to use Skillset
selection lists and Favorites, and the techniques described here apply to all of those other pages
too. All the Favorites you create will be accessible from any point within Nortel Networks
Reporting for Call Center which allows you to use Favorites.
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Mary Smith has clicked on the Select button beside her new Favorite (Dev&Train) and the two
associated Skillsets have been highlighted and selected for her.

To save your Daily Schedule click on the Submit button. You will be presented with the Your
Daily Schedules page, shown below.

To leave the Daily Schedule — Skillsets page without saving any changes you might have made,
click on the Cancel button.

You will be returned to the Your Daily Schedules page.

When you have created a Daily Schedule it will appear in the Your Daily Schedule page, as
shown below.

Note: If you select the Agent Audit Report, the Activity Code Report by Skillset, Agent Activity
Code Report by Agent or the Activity Code Report by # of Pegs Reports to be included in your
Print Schedule, you will be further prompted for the Agents and/or the Activity Codes you wish
to have included within these Reports. These further steps are described on Pages 174 (Agent
Audit Report), 179 (Activity Code Report by Skillset), 184 (Activity Code Report by Agents)
and 189 (Activity Code report by # of Pegs).
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Figure 65 Your Daily Schedules with a Schedule in the List

Note that each Schedule can be identified by the Schedule Name that was provided earlier when
the Schedule was created.

Beside each listed Schedule are two buttons. The Edit button allows you to change the settings
for a Schedule. The Delete button allows you to remove the Schedule completely.
Deactivate

Clicking on the Deactivate button disables the Print Schedule and from that point will no longer
be printed when the schedule is due to run. Once a schedule is disabled the button will change
from Deactivate to Active and a red cross with a box surrounding it will replace the green tick
with a box around it, similar to the illustration below:
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Edit
Clicking on the Edit button presents you with the Edit Daily Schedule page, shown below.
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Figure 66 Edit Daily Schedules Page

This page operates exactly like the Add Daily Schedule page, except the data fields and check
boxes are already populated with the settings of the Schedule you are editing.

To save any changes to the Daily Schedule click on the Submit button. You will be returned to
the Your Daily Schedules page.

To leave the Edit Daily Schedule page without saving any changes you might have made, click
on the Cancel button.

You will be returned to the Your Daily Schedules page.

Delete
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Clicking on the Delete button will remove the Schedule from the system entirely, and will
remove its listing from the Your Daily Schedules page.

You will be asked to confirm the deletion, and you will be returned to the Your Daily Schedules
page.

Weekly Schedules

Selecting the Weekly Schedules option presents you with the Your Weekly Schedules page,
shown below. Initially this will be empty.
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Figure 67 Your Weekly Schedules Page

Clicking on the Add button will present you with Add Weekly Schedule page, shown below.
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Figure 68 Add Weekly Schedule Page

The Add Weekly Schedule page allows you to specify which reports you wish to have included
in the Schedule, and when it is to be printed.

You may also specify which period of the day the reports will contain. You must also specify a
name for your Schedule and which printer you wish to have the reports generated on.

To select a report to be included in the Schedule, click the check box beside the report name.
Selected reports will have a tick in the check box beside their name. You can of course select
multiple reports.

The reports will be generated for a calendar week. You must specify which day and at what time
you wish to have the Weekly Schedule reports generated.

Note: Weekly Schedules generate reports on the specified day at the specified time. However,
the reports generated contain information from the previous calendar week. An example will
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make this clear. Suppose a User created a Weekly Schedule that would print on a Saturday.
They create this Schedule on September 10", 2003. On Saturday September 13" the Weekly
Schedule would generate Weekly reports. These Reports would contain information relating to
the week September 1% —September 7". Reports containing the information relating to the week
September 8" — September 14™ would be printed on Saturday 20™ September, and so on.

September 2003
Mon Tue Wed Thu Fri Sat Sun
1 2 3 4 5 6 7
8 9 10 11 12 13 14
15 16 17 18 19 20 21
22 23 24 25 26 27 28
29 30

Figure 69 Calendar for September 2003

To set a name for your Schedule, type the name in the Schedule Name field. This is to help you
identify, and distinguish between, the different Schedules you create.

The Report Period Start Time and Report Period End Time dictate the period within each day for
which the reports are generated. For example, if your Call Center has a working day that starts at
08:30 and finishes at 17:30, you may wish to specify the Start Time as 08:00 (to see if you have
early calls that you are missing by not having the Call Center open) and 18:00 (to see if there is a
late surge of calls).

To specify which printer the reports will be generated on, select one of the options from the

Select printer drop-down menu. This drop-down menu will list all of the printers which are

accessible from the Web Host PC. (The reports are generated from the databases held in the
Web Host PC.)

Our example User Mary Smith has configured her Weekly Schedule as shown below.
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Figure 70 Add Weekly Schedule Page - Example Schedule
Mary Smith has selected the Answered Calls, Abandoned Calls, CLID and Call Average reports

to be printed at 08:30 on Mondays.

Her schedule is Called WeeklyCalls. The reports will start to be generated at 08:30, on the HP
840C DesklJet printer. The reports will cover the period from midnight to midnight for each day.

To save your Weekly Schedule click on the Submit button. You will be presented with the

Weekly Schedules — Skillsets page, shown below.
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Figure 71 Weekly Schedules - Skillsets

The Weekly Schedule - Skillsets page allows you to select which Skillsets you wish to have
included within the generated reports that are produced by the Weekly Schedule.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

Our example User Mary Smith has used her Dev&Train Favorite to highlight and select the
Development and Training Skillsets.

To save your Weekly Schedule click on the Submit button. You will be presented with the Your
Weekly Schedules page, shown below.
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To leave the Weekly Schedule — Skillsets page without saving any changes you might have
made, click on the Cancel button.

You will be returned to the Your Weekly Schedules page.

When you have created a Weekly Schedule it will appear in the Your Weekly Schedule page, as
shown below.

To leave the Add Weekly Schedule page without saving any changes you might have made, click
on the Cancel button.

You will be prompted to confirm that you do not wish to save your changes. You will be
returned to the Your Weekly Schedules page.

Note: If you select the Agent Audit Report, the Activity Code Report by Skillset, Agent Activity
Code Report by Agent or the Activity Code Report by # of Pegs Reports to be included in your
Print Schedule, you will be further prompted for the Agents and/or the Activity Codes you wish
to have included within these Reports. These further steps are described on Pages 174 (Agent
Audit Report), 179 (Activity Code Report by Skillset), 184 (Activity Code Report by Agents)
and 189 (Activity Code report by # of Pegs).

When you have created a Weekly Schedule it will appear in the Your Weekly Schedule page, as
shown below.
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Figure 72 Your Weekly Schedule Page with a Schedule in the List

Note that each Schedule can be identified by the Schedule Name that was provided earlier when
the Schedule was created.

Beside each listed Schedule are two buttons. The Edit button allows you to change the settings
for a Schedule. The Delete button allows you to remove the Schedule completely.

Deactivate

Clicking on the Deactivate button disables the Print Schedule and from that point will no longer
be printed when the schedule is due to run. Once a schedule is disabled the button will change
from Deactivate to Active and a red cross with a box surrounding it will replace the green tick
with a box around it, similar to the illustration below:
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Edit

Clicking on the Edit button presents you with the Edit Weekly Schedule page, shown below.
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Figure 73 Edit Weekly Schedule Page

This page operates exactly like the Add Weekly Schedule page, except the data fields and check
boxes are already populated with the settings of the Schedule you are editing.

To save any changes to the weekly Schedule click on the Submit button. You will be returned to
the Your Weekly Schedules page.

To leave the Edit Weekly Schedule page without saving any changes you might have made, click
on the Cancel button.
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You will be returned to the Your Weekly Schedules page.

Delete
Clicking on the Delete button will remove the Schedule from the system entirely, and will
remove its listing from the Your Weekly Schedules page.

You will be asked to confirm the deletion, and you will be returned to the Your Weekly
Schedules page.

Monthly Schedules

Selecting the Monthly Schedules option presents you with the Your Monthly Schedules page,
shown below. Initially this will be empty.

a http:/ /localhost /rec/schedule_pages/monthly_schedules.asp - Microsoft Internet Explorer = |EI|5|
File Edit ‘iew Favorites Tools Help | {.‘
@ Back = J - u @ / ;‘| | f_] Search \_T'j"fl_” Favarites e“ Media {f‘ | M -_;'_ - | ‘-:.i
Address |,§j http:fflocalhostfrocfschedule_pagesimonthly_schedules, asp j Go | Links **
Gol}gle -I j| %Search Web = | @ | 5174 blocked E.ﬁujtoﬁll B | E'Options @
=
NEQRTEL
MNETWORKS
« main [ hap
.. Your Monthly Schedules
Print Schedules » Your monthly print schedules appear below, help is available by clicking the
Daily Schedules « help button above,
Weekly Schedules «
Monthly Schedules « You do not have any schedules defined. Click add to begin adding
schedules.
Real Time « Add |
Agent Alarms  «
Wallhoard Setup »
Time Bins Setup -
Reports «
=
] Done l_ I_ l_ [WJ Local intranet 5

Figure 74 Your Monthly Schedules Page

Clicking on the Add button will present you with Add Monthly Schedule page, shown below.

Reporting for Call Center Setup and Operations Guide Issue 02 (15)



Using Reporting For Call Center 87

A Nortel Networks Reporting for Call Centre. - Microsoft Internet Explorer
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8] http:/flocalhostjrce fschedule_pages/add_monthiy_schedule.asp v BYGo Links ®
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-~
NERTEL
NETWORKS
~main __".-.uﬁu T
Add Monthly Schedule
Schedule Name Select printer
Print Schedules: « Canon iR5000-6000 PCL5e v
Daily Schedules »
a.'.-eoiu-, f.:r:::_lﬁ . Please select a report Report period start time
Monthly Schedules » [] Answered Calls Report 00 % 00~
[] Abandoned Calls Report
- Report period end ti
Real Time - [[J Abandoned Calling Line ID Report ;j'pt ps‘;"v SHNR SEpe
[0 Agent Capacity Report
Agent Alarms [[] Help Request Repart Print time
[] Call Average Report 07 185 - 00 i
Wallboard Setup [ Agent Average Report
[] Agent Profile Report
Time Bins Setup [] Agent Actiity Report
[] Agent Audit Report
Reports: o [] Actmity Code Report By Skillset
[ Actmty Code Report By Agent
[0 Actmty Code Report By # of Pegs
[0 Summary Report
[] cCall Profile Report
] Incoming Call Report
[0 Unanswered Help Request Report
[] Agent Average Report By Agent
[] Agent Actiity Report By Skillset
[0 System Configuration
v
£] Done %4 Local intranet

Figure 75 Add Monthly Schedule Page

The Add Monthly Schedule page allows you to specify the which reports you wish to have
included in the Schedule, and when it is to be printed.

You may also specify which period of the day the reports will contain. You must also specify a
name for your Schedule and which printer you wish to have the reports generated on.

To select a report to be included in the Schedule, click the check box beside the report name.
Selected reports will have a tick in the check box beside their name. You can of course select
multiple reports.

The reports will be generated for a calendar month. You must specify the time you wish to have
the Monthly Schedule reports generated. They will be generated on the 1% day of each Month, at
the specified time.
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To set a name for your Schedule, type the name in the Schedule Name field. This is to help you
identify, and distinguish between, the different Schedules you create.

The Report Period Start Time and Report Period End Time dictate the period within each day for
which the reports are generated. For example, if your Call Center has a working day that starts at
08:30 and finishes at 17:30, you may wish to specify the Start Time as 08:00 (to see if you have
early calls that you are missing by not having the Call Center open) and 18:00 (to see if there is a
late surge of calls).

To specify which printer the reports will be generated on, select one of the options from the
Select printer drop-down menu. This drop-down menu will list all of the printers which are
accessible from the Web Host PC. (The reports are generated from the databases held in the
Web Host PC.)

Our example User Mary Smith has configured her Monthly Schedule as shown below.

A Nortel Networks Reporting for Call Centre. - Microsoft Internet Explorer

Fle Edt View Favorites Tools Help o
‘ M A . — y
Qs - © W] B Psewer Jrroos @ -5 - JQPFOQ B
8] http:/flocalhostjrce fschedule_pages/add_monthiy_schedule.asp v BYGo Links ®
Google - v| @searchwed ~ g3  [&h 538 blocked 4 options _#
-~
NERTEL
NETWORKS
sMam o clogost  shep
Add Monthly Schedule
Schedule Name Select printer
Print Schedules « |  |MonthiyCalls Canon iR5000-6000 PCL5e v
Daily Schedules «
'.'.'noil-, q?'r:f-_:ﬁﬁ . Please select a report Report period start time
Monthly Schedules » Answered Calls Report 00 % 00w
[¥] Abandoned Calls Report o
Real Time [¢] Abandoned Calling Line ID Report r‘;'ptﬂ p;;“td Shd-Sme
[0 Agent Capacity Report
Agent Alarms [[] Help Request Repart Print time
Call Average Report 08 35 - | 00 i
Wallboard Setup [ Agent Average Report Cancel
[] Agent Profile Report
Time Bins Setup [] Agent Actiity Report
[] Agent Audit Report
Reports: o [] Actmity Code Report By Skillset
[ Actmty Code Report By Agent
[0 Actmty Code Report By # of Pegs
[0 Summary Report
[] Call Profile Report
] Incoming Call Report
[0 Unanswered Help Request Report
[] Agent Average Report By Agent
[] Agent Actiity Report By Skillset
[0 System Configuration
v
£] Done %4 Local intranet

Figure 76 Add Monthly Schedule Page with Example Schedule
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Mary Smith has selected the Answered Calls, Abandoned Calls, CLID and Call Average reports
to be printed at 08:30 (on the 1% day of each new month).

Her schedule is Called MonthlyCalls. The reports will start to be generated at 08:30, on the HP
840C DesklJet network printer. The reports will cover the period from midnight to midnight for
each day.

To save your Monthly Schedule click on the Submit button. You will be presented with the
Monthly Schedules — Skillsets page, shown below.

To leave the Add Monthly Schedule page without saving any changes you might have made,
click on the Cancel button.

You will be returned to the Your Monthly Schedules page.

Issue 02 (15) Reporting for Call Center Setup and Operations Guide



90 Using Reporting for Call Center

23 Nortel Networks Reporting for, Call Center,. - Microsoft Internet Explorer, =3
File Edit Wiew Favorites Tools  Help :l

eBack M = | \ﬂ \ELI ;\J /.._\JSearch ‘E:'IT'\':(Favorites @Media @} - .,_,.,'_ - _] @ g ﬁ
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= Main = Lagout = Halp

Monthly Schedule - Skillsets

Please highlight the Skillets you wish to include in the print schedule.

Print Schedules

Daily Schedules =
Weekly Schedules « Name

Monthly Schedules »
DevaTrain

Skillsets

Favorites

Real Time

Agent Alarms Development

Wallboard Setup

Time Bins Setup
Reports
[ Selectal | Create Favorte |
@j Done \ﬂ Local intranet

Figure 77 Monthly Schedule - Skillsets Page

The Monthly Schedule - Skillsets page allows you to select which Skillsets you wish to have
included within the generated reports that are produced by the Monthly Schedule.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

Our example User Mary Smith has used her Dev&Train Favorite to highlight and select the
Development and Training Skillsets.

Note: If you select the Agent Audit Report, the Activity Code Report by Skillset, Agent Activity
Code Report by Agent or the Activity Code Report by # of Pegs Reports to be included in your
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Print Schedule, you will be further prompted for the Agents and/or the Activity Codes you wish
to have included within these Reports. These further steps are described on Pages 174 (Agent
Audit Report), 179 (Activity Code Report by Skillset), 184 (Activity Code Report by Agents)
and 189 (Activity Code report by # of Pegs).

To save your Monthly Schedule click on the Submit button. You will be presented with the
Your Monthly Schedules page, shown below.

To leave the Monthly Schedule — Skillsets page without saving any changes you might have
made, click on the Cancel button.

You will be returned to the Your Monthly Schedules page.

When you have created a Monthly Schedule it will appear in the Your Monthly Schedule page,
as shown below.

A Nortel Networks Reporting for Call Centre. - Microsoft Internet Explorer

Fle Edt View Favortes Toos Help i
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Google - v| @searchweb ~ 0  {SH 538 blocked 4 options
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Your Monthly Schedules
Your monthly pnnt schedules appear below. help is available by clicking the
Print Schedules « help button above
Daily Schedules «
VWeekly Schedules » Print
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Aok Time MonthyCals gDec200¢ 0800 [v/][ Deactivate )
Agent Alarms  «
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Wallboard Setup
Time Bins Setup
Reports «
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Figure 78 Your Monthly Schedules Page with a Schedule in the List
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Note that each Schedule can be identified by the Schedule Name that was provided earlier when
the Schedule was created.

Beside each listed Schedule are two buttons. The Edit button allows you to change the settings
for a Schedule. The Delete button allows you to remove the Schedule completely.

Deactivate

Clicking on the Deactivate button disables the Print Schedule and from that point will no longer
be printed when the schedule is due to run. Once a schedule is disabled the button will change
from Deactivate to Active and a red cross with a box surrounding it will replace the green tick
with a box around it, similar to the illustration below:

Edit
Clicking on the Edit button presents you with the Edit monthly Schedule page, shown below.
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A Nortel Networks Reporting for Call Centre. - Microsoft Internet Explorer
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Figure 79 Edit Monthly Schedule Page

This page operates exactly like the Add Monthly Schedule page, except the data fields and check
boxes are already populated with the settings of the Schedule you are editing.

To save any changes to the Monthly Schedule click on the Submit button. You will be returned
to the Your Monthly Schedules page.

To leave the Edit Monthly Schedule page without saving any changes you might have made,
click on the Cancel button.

You will be returned to the Your Monthly Schedules page.

Delete

Clicking on the Delete button will remove the Schedule from the system entirely, and will
remove its listing from the Your Monthly Schedules page.
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You will be asked to confirm the deletion, and you will be returned to the Your Monthly
Schedules page.
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Real Time

Using the Real Time Options

Selecting the Real Time option presents you with the Real Time Menu page. The Real Time
Menu page is shown below, with the real Time options displayed in the list on the left-hand side

of the page.

a http:/ flocalhost/rec/realtime_pages/realtime_index.asp - Microsoft Internet Explorer = |EI|1I
File: Edit Wew Favorites Tools Help | a
@Back_ Tigd T \ﬂ \ELI ;\I | J;.-}Search '*t{_'i\\'g'Favorites O vredis &H = _,; - _| v 3
Address |%:[ http:fflocalhostrocfrealtime_pages/realtime_index. asp j Ga |Links 2
Google -| >|| o searchwet ~ | g0 | Eh74biocked fEl sutoril ] | B options

=

NERTEL
NETWORKS'

Real Time Menu

Print Schedules « Welcome Mary

BT a Please select a Real Time view fram the links an the left hand side of the
screen. These screens will launch in their own windaw.

Real Time Surmmary =
Real Time Detail »

Agent Alarms  »

Wallbhoard Setup -

Time Bins Setup »

Reports «

E
4

[&] [ | N3 Lccalintranet

Figure 80 Real Time Menu Page

Selecting the Real Time Summary option presents you with the Real Time Summary page,
shown below.

Real Time Summary

This page allows you to specify which Skillsets you wish to include within the Real Time
display.
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A Nortel Networks Reporting for, Call Center. - Microsoft Internet Explorer |'__| |'E|fz|
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Real Time Summary

§
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Print Schedules .
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Real Time Name
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Real Time Detail «

Skillset Names

Agent Alarms
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Wallboard Setup

Time Bins Setup

Reports

[ Selectal | Create Favorte |
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Figure 81 Real Time Summary Skillset Selection Page

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

Our example User Mary Smith has used her Dev&Train Favorite to highlight and select the
Development and Training Skillsets.

Clicking on the Call Summary button presents you with the Summary Real Time page, shown
below.
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Figure 82 Real Time Summary Real Time Screens

The display shows the Agent Summary and the Call Summary Real Time panels.

The information represented in these will update as Agent and Call activity changes in your Call
Center. Each row in each table represents a single Skillset. The Skillsets contained within the

tables are those previously chosen on the Real Time Summary Skillset Selection Page (see Page
96).

Real Time Summary - Agent Summary
This Real Time panel indicates the numbers and states (current activities) of the logged in
Agents, for each of the selected Skillsets.

Note that the state of an Agent who has multiple calls on their handset is taken from their active
call. For example, if an Agent has an Incoming Call Center Call on hold and they are active on
an Outgoing Call then the Agent is shown to be in the Outgoing Call state.

Skillset

This indicates which Skillset the information in this row represents.

Logged In
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Indicates the number of Agents who are logged into this Skillset.

Supervising

Indicates the number of Agents (Supervisors) who are currently supervising other Agents.

Available

Indicates the number of Agents who are Available to take Incoming Call Center Calls.

Not Ready

Indicates the number of Agents who are in the Not Ready State. They may have invoked the
Make Not Ready feature or they might have been placed in the Not ready state because a Call
Center Call was presented ringing to their handset but the Agent did not answer it, and Nortel
Networks Reporting for Call Center automatically took the call back to the Skillset queue and
made them Not Ready.

On Call Center Calls

Indicates the number of Agents who are currently handling Incoming Call Center Calls.

Break Time

Indicates the number of Agents who are in Break Time following clear down of an Incoming
Call Center Call.

On Non-Call Center Calls

Indicates the number of Agents who are currently handling calls that have not arrived via the
Call Center. These could be calls that have arrived directly at their handset because somebody
has rung their DDI line, for example, or a non-Call Center Call has been transferred to them from
another handset.

On Outgoing Calls

Indicates the number of Agents who are currently on Outgoing Calls.

On Internal Calls

Indicates the number of Agents who have placed or answered internal (intercom) calls.

With All Calls Held

Indicates the number of Agents who have all of their current calls on hold.

Real Time Summary — Call Summary

This Real Time panel provides information about calls that are in the Skillset queues waiting to
be answered, together with some statistics regarding calls which have been completed. These
statistics will update in real time. This information is shown for each of the selected Skillsets.
Waiting

Indicates the number of calls that are currently waiting in the Skillset queues to be answered.

Reporting for Call Center Setup and Operations Guide Issue 02 (15)



Using Reporting For Call Center 99

Primary Alert

Indicates the number of currently waiting Calls that have waited in excess of the Call Center
Primary Alert. (note that this is mutually exclusive with the Secondary Alert). If any calls have
waited in excess of the Primary Alert the background to this cell will change to yellow.
Secondary Alert

Indicates the number of currently waiting Calls that have waited in excess of the Call Center
Secondary Alert. (note that this is mutually exclusive with the Primary Alert). If any calls have
waited in excess of the Secondary Alert the background to this cell will change to red.

Overflow

Indicates the number of currently waiting Calls that have waited in excess of the Call Center
Overflow Threshold. Note that this does not mean the call has overflowed, but the Call Center is
actively looking through the overflow rules that have been defined for this Skillset, in order to
try to find a means of answering the call. That is, this call is liable to overflow shortly. If any
calls have waited in excess of the Overflow Threshold the background to this cell will change to
red.

Note that if a call had passed the overflow threshold in one Skillset and was then Moved to
another Skillset due to the call routing that had been configured, the call will appear in the new
Skillset and the cell background will be red as this call has already passed the overflow threshold
of the original Skillset it was in.

Abandoned Hour / Day

Indicates the number of calls that have abandoned in the Skillsets, in the current hour and in the
current day.

Answered Hour / Day

Indicates the number of calls that have been answered by the Agents in the Skillsets, in the
current hour and in the current day.

Longest Waiting Time

Indicates the waiting time of the call that has waited the longest out of the list of currently
waiting calls.

Unread Skillset Messages

Indicates the number of voice mail messages in the Skillset Mailbox which have not be listened
to. If there are any messages which have not been listened to the cell background will be red.

GOS

Indicates the grade of service currently being offered to incoming callers.

Skillset Mode

Indicates whether the mode of operation of the Skillset.
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Grouping

The Call Summary real time screen will display a row at the top of the displayed data that is
labelled ‘Grouping’. This shows values generated from the data presented for each of the
included skillsets. Note that this might not be all of the skillsets in the System, because the User
viewing the Call Summary screen might not have been allocated all of the skillsets by the
Administrator, or they may be viewing only a selection of their allocated skillsets.

The Grade of Service figure in the Grouping row is a means average of the GOS values of the
skillset rows displayed below the Grouping row.

For example, suppose there were three skillsets in the view, and they had these individual skillset
values:

Skill 1 GOS = 0%

Skill 2 GOS = 100%

Skill 3 GOS = 100%

The Grouping row would show a GOS of 66%, calculated as follows:

GOS=(0+ 100+ 100)/3 =66%

This value shows the User what their average GOS is over all of the skillsets selected. This
figure is very different from the GOS for the System (which includes all of the skillsets). The
System GOS is not calculated as an average for the skillsets, it is calculated as a single figure
GOS for the System.

This is the calculation that is used in the System wallboard parameters SH and SD and in the Call
Detail real time. In the Call Detail real time screens and in the System SH and SD wallboard
fields the GOS is calculated using the following formula. This formula is also described in the
Glossary.

It is calculated as follows:

Presented = Total Number of Direct Call transactions
Presented to the Skillset (s)

Abandoned = Calls which Abandoned

>Secondary = Calls transactions answered after the
Secondary Alert has elapsed

G of S% = Presented - Abandoned - >Secondary x 100

Presented

Hiding the Real Time Panels

Hide Agent Summary

Above the Agent Summary panel is a link ‘Hide Agent Summary’. Clicking this removes the
Agent Summary Panel and leaves the Call Summary Panel on view. The link will change to
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‘Show Agent Summary’. Clicking on this link will restore the Agent Summary Panel to the Real

Time screen.

Hide Skillset Call Summary

Above the Call Summary panel is a link ‘Hide Call Summary’. Clicking this removes the Call
Summary Panel and leaves the Agent Summary Panel on view. The link will change to ‘Show
Call Summary’. Clicking on this link will restore the Call Summary Panel to the Real Time

screen.

Real Time Detail

This page allows you to specify which Skillsets you wish to include within the Real Time

display.
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[ Selectall | [ Create Favorte |
[_CallDetail |[_AgentDetail | [ Cancel |
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—
Figure 83 Real Time Detail Skillset Selection Page
Call Detail

The Call Detail Real Time screen presents a detailed display of the status of waiting calls
together with some statistics relating to completed calls. These statistics will update in real time.
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The Call Detail Real Time screen displays a separate line of information for Multimedia Calls
and for Voice (PSTN) Calls, and a total for both types of calls.
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|
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Real Time - M walting D"T“"' n:olndaw averflow Spsnased AN on hold | “*ting ;:III!:;:( "0
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Figure 84 Real Time Call Detail Page

Media Type

Indicates whether the line of statistics relates to Multimedia Call or Voice (PSTN) Calls, or a
total for both types of call.

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

Primary Alert

Indicates the number of currently waiting Calls that have waited in excess of the Call Center
Primary Alert. (note that this is mutually exclusive with the Secondary Alert). If any calls have
waited in excess of the Primary Alert the background to this cell will change to yellow.

Secondary Alert
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Indicates the number of currently waiting Calls that have waited in excess of the Call Center
Secondary Alert. (note that this is mutually exclusive with the Primary Alert). If any calls have
waited in excess of the Secondary Alert the background to this cell will change to red.

Overflow

Indicates the number of currently waiting Calls that have waited in excess of the Call Center
Overflow Threshold. Note that this does not mean the call has overflowed, but the Call Center is
actively looking through the overflow rules that have been defined for this Skillset, in order to
try to find a means of answering the call. That is, this call is liable to overflow shortly. If any
calls have waited in excess of the Overflow Threshold the background to this cell will change to
red.

Note that if a call had passed the overflow threshold in one Skillset and was then Moved to
another Skillset due to the call routing that had been configured, the call will appear in the new
Skillset and the cell background will be red as this call has already passed the overflow threshold
of the original Skillset it was in.

Abandoned Hour / Day

Indicates the number of calls that have abandoned in the Skillsets, in the current hour and in the
current day.

Answered Hour / Day

Indicates the number of calls that have been answered by the Agents in the Skillsets, in the
current hour and in the current day.

On Hold
Indicates how many calls are placed on hold.
Longest Waiting Time

Indicates the waiting time of the call that has waited the longest out of the list of currently
waiting calls.

Unread Skillset Mailbox Msgs

Indicates the number of voice mail messages in the Skillset Mailbox which have not be listened
to. If there are any messages which have not been listened to the cell background will be red.

GOs

Indicates the Grade of Service being offered to incoming callers.

Agent Detail

The Agent Detail Real Time screen presents a detailed display of the individual status of the
logged in Agents, together with some statistics relating to calls answered and made by the
Agents. These statistics will update in real time.

Each line of the Agent Detail Real Time screen represents a single Agent.
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Figure 85 Agent Detail Real Time Page

ID
Indicates the Call Center ID of the Agent.

Agent

Indicates the name of the Agent, and also indicates the state the Agent is in by coloring the cell
background. The state of the Agent is dependant on their current activity. Further detail on the
Agent state can be seen in the Status column.

Incoming

An Agent is in the Incoming State when they have answered an Incoming Call Center Call. The
information in the Status column indicates the type of call. The Incoming State is represented by
Light Green.

Break Time

Break Time is the term used to describe the period of time allocated to each Agent to allow post
call completion work, also called wrap-up. Break Time is represented by Dark Green.

Outgoing
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When an Agent makes an Outgoing Call they are said to be in the Outgoing State. The Outgoing
State is represented by Yellow.

Supervisory Monitoring

When an Agent who has been created in the Call Center as a Supervisor undertakes a monitoring
session with another Agent they are represented in the Real Time screen using Gold. The Status
column will display ‘Monitoring’.

Non-Call Call Center Call

If the Agent answers a non-Call Center Call they are represented using Grey.

Available

Blue is used to represent Available Agents. These are Agents who are available to answer
Incoming Call Center Calls.

All Calls Held
Magenta is used to indicate an Agent who has placed all of their calls on hold.

Not Ready
Dark Grey is used to represent Agents who are in the Not Ready state.

Logged Into SS
Indicates the Skillsets the Agent is currently logged in to.

Status

This column is used to provide extra detail regarding the Agent state.

A phone icon with the wording Multimedia represents a Multimedia voice call.

A phone icon with the wording Voice represents a regular voice call.

A phone icon with the wording Outgoing represents an outgoing call.

A phone icon with the wording Intercom represents an internal call.

The word Available represents an Available Agent.

The wording BreakTime represents an Agent in Break Time.

The wording Calls Held represents an Agent with all of their current calls on hold.
The wording Not Ready represents an Agent who is in the Not Ready state.

The word Monitoring represents an Agent who is a Supervisor engaged in a Supervisory
Monitoring session with another Agent, or in a Help Session.

A smiley icon represents a Multimedia Chat session.
A globe icon represents a Multimedia Follow-me browsing session.

A number will accompany the status description in the form of SSx. This indicates the Skillset
associated with the call. For example, SS2 would indicate Skillset 2.
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Duration

This column displays a timer which represents the time the Agent has spent in the current state.
If the Agent has been in the current state for a period in excess of the associated Agent Alarm,
the background of this cell will turn red. See the section Agent Alarms, below.

Answered Call Center Calls Hour / Day

Indicates the number of Call Center Calls that this Agent has answered in the current hour and in
the current day.

Outgoing Calls Hour / Day

Indicates the number of Outgoing Calls that this Agent has made in the current hour and in the
current day.

Answered Non-Call Center Calls Hour / Day

Indicates the number of Non-Call Center Calls that this Agent has answered in the current hour
and in the current day.
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Agent Alarms

The Agent Alarms option allows you to set Real Time thresholds which operate with reference to
the Call Center activity of the Agents.

For example, you can specify average durations of Incoming or Outgoing calls, and Nortel
Networks Reporting for Call Center will highlight Agents who have been on a call longer than
the specified threshold.

Selecting the Agent Alarms option presents you with the Agent Alarms Page (shown below), and
the Agent Alarm menu option appears in the menu list on the left-hand side of the page.
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Figure 86 Agent Alarm Menu Page

Selecting the Agent Alarm Setup option presents you with the Agent Alarm Setup Skillset
selection page shown below.
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This page allows the User to select from their assigned Skillsets which Skillsets they wish to
establish the Agent Alarms settings for.

In our example shown below, the Favorites list is showing the Favorite that was created
previously by the User Mary Smith. She has clicked on the Select button and Nortel Networks
Reporting for Call Center has automatically highlighted and selected the two Skillset
Development and Training.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.
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Real Time: Skillset list
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Figure 87 Agent Alarms Setup Page

When you have selected your Skillset, clicking on the Assign values button will present you with
the Agent Alarms Values page, shown below.

You may specify Agent Alarm settings for the following Agent activities (also called Agent
states):
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Available Agent is free to take a call
Internal Call Agent is on an intercom call
Outgoing Call Agent has placed a call to an external party

Incoming Call Center Call Agent has answered a Call Center Call
Incoming Multimedia Call Agent has answered a Multimedia Call Center Call

Incoming Chat Agent is on a Multimedia Call Center Chat session
Incoming Non-Call Center Agent has answered a non-Call Center Call from an external party
Not Ready The Agent is in the Not Ready state

Out example User Mary Smith has specified various values, as can be seen below.
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Figure 88 Agent Alarms Values Page

To save the Agent Alarms Values settings you have made, click the Submit button. You will be
returned to the Agent Alarms Setup page,

To leave the Agent Alarms Values page without saving any changes you might have made, click
the Cancel button. You will be returned to the Agent Alarm Setup page.
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Wallboard Setup

Introduction

If you have been allocated the rights to the Wallboard Setup option by your Administrator (see
the description of the Add User page on Page 45), you will be able to use this option to assign
wallboards to your assigned Skillsets, You will also be able to configure the wallboards with
features such as wallboard alarms and messages, schedules and summaries.

If you have not been awarded the rights to assign wallboards by your Administrator, the
Wallboard Setup option will be grayed out.

Nortel Networks Reporting for Call Center can drive both hardware and software IP-enabled
wallboards. The wallboards which are supported are the ipView Wallboards (hardware tri-color
wallboards) and the ipView SoftBoard (software based personal wallboard). They are updated
approximately every 3 seconds.

Message Formats
The information sent to the wallboards is in one of three different formats.
Parameter Messages

Parameter Messages are the ‘regular’ display message sent to the wallboard.

Parameter Messages show 6 statistical parameters, each of which is displayed alongside a two
letter mnemonic abbreviation. (If the wallboard is configured to have a title then the number of
parameters that can be displayed is dropped to 3.)

The parameters available for display on the wallboards are:

ID Number of Incoming calls received in the current Day

H Number of Incoming calls received in the current Hour

AD Number of Abandoned calls in the current Day

AH Number of Abandoned calls in the current Hour

OD Number of Outgoing calls made in the current Day

OH Number of Outgoing calls made in the current Hour

SD Grade of Service offered in the current Day (%)

SH Grade of Service offered in the current Hour (%)

AO Number of Agents on Outgoing calls

Al Number of Agents on Incoming calls

AA Number of Agents Available to receive calls

AN Number of Agents in the Not Ready state

AL Number of Agents Logged in

QL Current Queue Length - number of calls queuing for this Skillset
QT Current Queue Time for the longest waiting Call for this Skillset (secs.)
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The numerical values are displayed in yellow and the abbreviations are displayed in green.

If one of the parameter values has an associated Alarm threshold configured for it, it will display
in red when the threshold is broached. There is an optional audible alert for alarms.

Scrolling Messages

Scrolling Messages (also known as rolling messages) are supported by the wallboards also.
These are either manually dispatched messages, Alarm messages or Scheduled messages. These
are described below.

Scrolling messages move from right to left across the wallboard until the whole message has
been displayed at least two times. There is also an optional audible alert for scrolling messages.

Note: On the ipView SoftBoards, the scrolling messages do not ‘scroll’, they are displayed in
their entirety in a window, for the duration that it would take for that message to scroll at least
two times on the hardware wallboard. Also note that the numerical parameter display is removed
from ipView SoftBoards for the duration of the message display.

Note: The User must ensure that spaces are placed at the end of each word when creating
messages for the ipView SoftBoard, otherwise the full message can not display the full message
if it is a long string of characters without any spaces.

Scrolling message are displayed on the wallboards under three circumstances. Scrolling
messages can be triggered because:

* A Call Center statistic has entered an Alarm state (generating an Alarm message)
* A predefined time has arrived (generating a scheduled message)
* A User has generated and dispatched a message (Instant (manual) message).

Nortel Networks Reporting for Call Center can be configured to provide an audible alert for any
of these scrolling messages.

A scrolling message can be up to 64 characters in length and can contain parameter values which
are automatically replaced by the numerical equivalent at display time.

For example, if a message contained the text:
There are (QL) calls waiting...

And the Call Center statistic QL currently had a value of 4, the following message would be
displayed:

There are 4 calls waiting...

Alarm Messages

Nortel Networks Reporting for Call Center can be configured to automatically provide a
scrolling test message when a parameter enters an Alarm condition, by passing a defined Alarm
Threshold.

A profile of 6 different Alarm Thresholds can be set across a day, for a single Alarm.
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For example, a 24-hour Call Center which has 25 Agents active during the day might have an
Alarm Message set to be triggered if 6 Agents are Not Ready concurrently, but at Night they
have a skeleton staff of 4 Agents and so they want to have the same Alarm Message triggered
when only 2 Agents make themselves Not ready.

Alarm messages scroll at least twice on the wallboards. If the alarm is still valid when the
message has scrolled at least twice, the normal numerical display will be shown for 5 seconds
before the alarm message is re-scrolled.

If several alarms are triggered at once they will be scrolled to the wallboard as follows.

Assume three alarms are triggered concurrently. The first alarm message is scrolled at least
twice, then the normal numerical display is shown for 5 seconds. The second alarm message is
then scrolled at least twice and the normal numerical display is shown again, for 5 seconds.

If the third alarm is still valid then the third alarm message is scrolled at least twice and the
display then returns to the usual numerical display for 5 seconds.

If the first alarm is valid it is scrolled again. If it is not valid then the second alarm is checked to
see whether it is valid. If the second alarm is valid it is scrolled again.

If it is not valid then the third alarm is checked to see whether it is valid. In this way all alarms
are rotated and displayed with a numerical display of 5 seconds in between them.

Instant Messages

System Administrators or Users can manually enter and dispatch an Instant Message to the
wallboards. Instant messages will take priority over Alarm messages.

Scheduled Messages
Wallboard Messages which need to go out at the same time every day, or on a particular day can
be associated with a schedule.

For example, weekly fire alarm tests or a start of shift greeting or an end of shift message could
be configured so that it automatically triggers at the specified time.

Schedules can be configured to trigger on single days, groups of days or every day.

Scheduled messages will take priority over Alarm messages.

Summary Messages
Nortel Networks Reporting for Call Center can be configured to provide pre-defined hourly
summaries on the wallboards. Summaries can be configured to have an audible alert.
The values displayed in the summary messages are as follows:
Incoming Calls for previous Hour and Day so far
Outgoing Calls for previous Hour and Day so far
Answered Calls for previous Hour and Day so far

Grade of Service for previous Hour and Day so far
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Using the Wallboard Options

Selecting the Wallboard Setup option presents you with the Wallboard Menu page shown below,
with the wallboard options displayed in the list on the left-hand side of the page.
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Figure 89 Wallboard Menu Page

Selecting the Wallboard Assignment option presents you with the Wallboard Assignment page,
shown below.

Wallboard Assignment Page

This page display a list of the configured wallboards. It displays them for each of the Skillsets
you have been assigned, and any which have been configured as System wallboards.
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Figure 90 Wallboard Assignment Page

The Wallboard Setup page will display a list of the assigned wallboards. You are able to delete
wallboards or to edit their settings.

In this example there are no wallboards assigned to the selected Skillsets (in this example System
wallboards and wallboards for Skillsets 3, 7 and 9), so all our example User Mary Smith can do
is Add wallboards.

Click on the Add button to assign wallboards. This will present you with the Add Wallboard
page, shown below.
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Figure 91 Add Wallboard Page

Add Wallboard Page

The details of the new wallboard that must be specified are as follows:

IP Address or the Network Name. (If the wallboard is an ipView SoftBoard the details to add
are the I[P Address or the Network Name of the PC on which the SoftBoard will be running.)

Port. This is usually left at the default value of 3500. This might be changed for an ipView
SoftBoard if an Agent wished to have several copies of ipView SoftBoard running on the same
PC. This could be done to display different Skillset statistics to a multi-Skillset Agent for
example. Each copy of ipView SoftBoard would be installed on the Agent’s PC with a different
Port number. In that case, the corresponding wallboard entry in Nortel Networks Reporting for
Call Center must be configured with the appropriate port number.

Wallboard Skillset. This denotes the Skillset the wallboard is to report on. That is, the named
Skillset is the Skillset from which Nortel Networks Reporting for Call Center will extract the
statistical information to display on the wallboard. If you wish to display system wide totals
(that is, to have the information displayed represent totals derived from all Skillsets) then select
‘System’ from the drop down menu.
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In other words, assigning a wallboard to be a System wallboard causes Nortel Networks
Reporting for Call Center to send statistics to that wallboard which represent the system totals.
For example, the parameter AN (agents not ready) on a System wallboard shows the total figure
for the AN values of all Skillsets added together.

Notice that the only Skillsets available in this drop-down menu are the ones that our example
User Mary Smith has had assigned to her by the Administrator.

Language. This drop-down menu allows the User to specify which language the wallboard
should be driven in. Individual wallboards can be driven in any of the supported languages,
selected from the list.

Type. This indicates whether the wallboard is a hardware wallboard or a software SoftBoard.
Any of the available parameters can be used on either the hardware or the software wallboards.

The parameter spacing on the hardware wallboard allows for the display of two 3 digit and one 4
digit parameter per line, giving 6 parameters in total. The two parameters at the right hand end
of the wallboard are able to display up to 4 digits at a time.

Those parameters that are able to reach 4 digits can not be configured for the positions which can
only display 3 digits. See Wallboard Parameters, below.

Title. This checkbox indicates whether the wallboard is to be configured with a title. A titleis a
string of text up to 16 characters in length which is displayed on the top line of a hardware
wallboard, and above the parameter list on a SoftBoard. In both cases it reduces the number of
parameters which can be displayed by the wallboard to 3.

Title Text. If the Title check box is selected thus field is editable, to allow you to define the text
to be displayed as the title.

Buzzer. If this check box is selected the wallboard will emit a short bleep whenever a Summary
Message or a Scrolling message is sent to it. It will also bleep when a parameter goes into alarm
even if there is no Alarm Message associated with the alarm (a static alarm).

Summary. If this check box is selected Hourly Summaries will be sent to the wallboard when
each hour passes, and whenever the Skillset enter Out Mode (that is, there are no Agents Logged
In to the Skillset).

To save the changes you have made click the Submit button. You will be returned to the
Wallboard Setup page.

To leave the Add Wallboard page without saving any changes you might have made, click on the
Cancel button. You will be returned to the Wallboard Setup page.

Wallboard Parameters
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Once you have assigned a wallboard, they will be listed on the Wallboard Setup Page. This is
shown below.
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Figure 92 Wallboard Setup Page with Wallboard Listed

Beside the wallboard entries are buttons that will allow you to edit the settings for the wallboard
(by using the Edit Button) and to specify the parameters you wish to have displayed on the
wallboard (by using the Parameter button) and to remove the wallboard from the list entirely (by
using the delete button).

Edit Button
Clicking on the Edit button presents you with the Edit Wallboard page, shown below.
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Figure 93 Edit wallboard Page

The Edit Wallboard page operates exactly like the Add Wallboard page, except the data fields
are already populated with the values of the wallboard you have selected to edit.

To save the changes you have made click the Submit button. You will be returned to the
Wallboard Setup page.

To leave the Add Wallboard page without saving any changes you might have made, click on the
Cancel button. You will be returned to the Wallboard Setup page.

Parameters Button

Clicking on the Parameters button presents you with the Edit Parameters page, shown below.
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Figure 94 Edit Parameters Page

The Edit Parameters page allows you to specify which 6 (or three, if you have specified that the
wallboard is going to have a title, see Page 116) parameters are going to be displayed on the
wallboard.

The list of available parameters is shown on Page 110. You select the parameters from the drop
down menus.

Note: If the wallboard you are specifying parameters for is a hardware wallboard, some
parameters only appear in positions 3 and 6. The drop-down menus for positions 1, 2, 4 and 5
will not feature those parameters. This is because those parameters that are restricted to
positions 3 and 6 are capable of displaying up to 4 digits. Positions 3 and 6 on the hardware
wallboard are larger than positions 1, 2, 4 and 5. Any parameter can occupy any position on a
software wallboard.

When you have selected your parameters, click on the Submit button. You will be returned to the
Wallboard Setup page.

To return to the Wallboard Setup page without saving any changes you might have made, click
the Cancel button. You will be asked to confirm that you do not wish to save your changes.
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Delete Button

Clicking on the Delete button will remove the wallboard definition from the system entirely, and
will remove its listing from the Wallboard Setup page.

You will be asked to confirm the deletion, and you will be returned to the Wallboard Setup page.

Wallboard Messages Page

The Messages option allows you to create and store messages which can be used as Alarm or
Scheduled messages.

Selecting the Messages option presents you with the Assigned Messages page, shown below.
This page will list all of the messages which have been configured. Any message can be used by

any Skillset.

Initially the list of Assigned Messages will be empty (as shown).
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Figure 95 Assigned Messages Page

Clicking on the Add button will present you with the Add Messages page shown below.
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You may type your message text into the field.

Note that if you include a parameter abbreviation in round brackets ‘(‘ and ‘)’ in the text of the
message, that parameter abbreviation will be replaced by the appropriate numerical value of that
Call Center statistic when the message is displayed.

See the list of available parameters on Page 110, and the discussion of parameter abbreviations
being replaced with numerical values on Page 111.
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Figure 96 Add Message Page

Our example User Mary Smith has entered the following message in the Add Message text field,
shown below:

There are (AN) Agents Not Ready please return to available

The parameter abbreviation AN represents Agents Not Ready. When this message is displayed
on the wallboards the current numerical value of AN will be inserted into the message instead of

the (AN) symbol.
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If there were 6 Agents Not Ready at the time the message was displayed on the wallboard the
following text would be displayed:

There are 6 Agents Not Ready please return to available
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Figure 97 Add Message Page - Example Text

When you have entered the message text you wish to use, click on the Submit button to save it.
You will be returned to the Assigned Messages page, shown below.

To leave the Add Messages page without saving any changes you might have made, click the
Cancel button. You will then be returned to the Assigned Messages page, shown below.

Our example User Mary Smith clicked on Submit to save her new message. Her Assigned
Messages List would now include the message she saved. This is shown below.

Mary Smith has also entered a message which will be used in a schedule. This message does not
include any parameter abbreviations, it is purely a text message. This will be use later in a
Schedule.

The text of the other message is:

Morning Shift Log out, Afternoon shift Log In
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Figure 98 Assigned Messages List - Example Messages

Now that messages have been assigned to these Skillsets, they can be used in Alarms or
Schedules.

You can use the Edit button to amend the details of a Message, and you can use the Delete button
to remove a message from the list altogether.

Alarms

Selecting the Alarm option presents you with the Assigned Alarms page, shown below.
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Figure 99 Assigned Alarms Page
The Assigned Alarms list will be empty initially.

To create an Alarm, click on the Add button. You will be presented with the Add Alarm page,
shown below.
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Figure 100 Add Alarm Page

When you assign an Alarm it is specific to a particular Skillset (or the System, if you select the
System list item). An Alarm Message may be used by many Skillsets, but an Alarm is specific to
a single Skillset.

The alarm parameter has to be monitored in the Skillset of interest in order to allow Nortel
Networks Reporting for Call Center to decide whether the alarm trigger condition has been met.

Note: You may specify the same alarm conditions for different Skillsets, and these different
alarms may use the same Alarm message, but they are in fact all separate and distinct alarms, and
they have to be created separately.

Note: If you configure an Alarm to be a System Alarm that Alarm will be displayed on all
wallboards which have been configured as System wallboards. You may specify the same alarm
conditions for different Skillsets, and these different alarms may use the same Alarm message,
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but they are in fact all separate and distinct alarms, and operate independently from one another,
with no interaction what so ever.

This page allows you to specify the parameter which the alarm is to be triggered by (see the list
of available parameters on Page 110).

The alarm message will be sent to the wallboards when the alarm has been triggered. You
specify the conditions which will trigger the Alarm by providing a threshold against which the
parameter value is compared.

You must also specify the type of comparison that Nortel Networks Reporting for Call Center
makes when deciding whether the alarm has been triggered or not.

The threshold is specified as a figure. Nortel Networks Reporting for Call Center automatically
understands whether the figure you supply represents:

* Agents (for parameters such as AN and AO)
» Calls (for parameters such as ID and OD)

* Seconds (for parameters such as QT)

* Percentages (for parameters such as SD)

The Comparison is specified by selecting from a drop down menu one of the following:

<= Less than or equals to. This type of comparison is used when you wish to monitor a
parameter against some lower limit. That is, you wish to be informed if the
parameter value ever drops to or decreases below the Threshold you supply. For
example if you wish an alarm to be triggered if the Grade of Service for the Current
Hour (SH) falls below 50, you would use SH <= 50.

= Equals. This type of comparison is used when you wish to monitor a parameter
against an exact figure. That is, you wish to be informed if the parameter value ever
exactly matches a figure, perhaps a target. Note that in this type of comparison, if
the parameter value is higher than the threshold the alarm condition is not triggered.
The parameter must exactly match the threshold in order to trigger the alarm. For
example, you may wish to have a congratulatory message be sent to the wallboards
if you exceed your highest number of incoming calls for the day. If your highest
number of incoming calls for the day was 1200, you could set an Alarm for the
parameter ID. However, if you use >= the Alarm would be triggered for each and
every call from 1200 onwards. Instead, you would use the format ID = 1201. This
means that the alarm message will be sent on/y when the number of incoming calls
in the day equals 1201 (one higher than your previous highest total). This avoids the
message being repeatedly sent as calls continue to come in and the ID figure rise. (At
the end of that day you would then take a note of your n highest ID figure, and Edit
the Alarm to reflect your new record Incoming Calls in the Day total.)
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>= Qreater than or equals to. This type of comparison is used when you wish to
monitor a parameter against some upper limit. That is, you wish to be informed if
the parameter value ever meets the Threshold you supply. For example, if you wish
an alarm to be triggered if the number of Agents who have made themselves Not
Ready rises above 4, you would use AN >= 4.

To finalize the specifications for the Alarm, you must indicate which message you wish to have
sent when the alarm is triggered. The available messages are displayed in a drop down menu.

Note: There is also a type of Alarm that does not have an alarm message. This is known as a
Static Alarm. In the case of a Static Alarm the parameter value is displayed in flashing red on
the wallboard. For this type of Alarm to be effective the parameter must be one of the
parameters you have chosen to have displayed on your wallboard (see the section ‘Parameters
Button’ on Page 118). To specify a Static Alarm, select the No Message option from the
Message drop-down menu.

Alarm Periods

It is possible to specify different Alarm conditions for a single Alarm for up to 6 Alarm Periods
throughout a single day. The Alarm Periods are defined by specifying start times for each
period.

Alarm Periods allow you to specify different Thresholds, Comparisons and Messages for
different periods of the day, for a single Alarm. An Alarm period will be in operation once its
start time has passed and before the start time of the next period has been reached.

Note: If there is only one Alarm Period configured then it will be in operation 24 hours a day.

Our example User Mary Smith has configured the following Alarm with three time periods for
one of her Skillsets.
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Figure 101 Example Settings for a Multi Alarm Period Alarm

The Alarm that is triggered when the parameter AN (number of Agents Not ready) passes
beyond the thresholds.

The Skillset in question operate three shifts of Agents. A Morning Shift, which is supplemented
by additional Agents in the afternoon forming the Afternoon Shift, and Night Shift which is
manned by a skeleton staff of Agents who man the Call Center throughout the night.

Because the Skillset has a different number of Agents Logged in during the Morning Shift, the
Evening Shift and the Late Shift, an Alarm based on Agents Not ready needs to have different
thresholds to cater for the different numbers of Agents Logged in at the various periods
throughout the 24 hour cycle.

Alarm Period One
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The first Alarm Period commences at 08:30 in the morning, The comparison is >= so the Alarm
will be triggered when the AN parameter meets or exceeds the threshold. The threshold is 5.
This means that whenever the AN parameter reaches 5 or above the selected message is sent to
the wallboards which have been assigned to this Skillset.

Alarm Period Two

The second Alarm Period commences at 17:30 in the evening. The comparison is >= so the
Alarm will be triggered when the AN parameter meets or exceeds the threshold. The threshold is
3. This means that whenever the AN parameter reaches 3 or above the selected message is sent
to the wallboards which have been assigned to this Skillset. Because there are fewer Agents in
the Afternoon Shift the threshold has been lowered to 3.

Alarm Period Three

The third Alarm Period commences at 22:30. Note that this Alarm Period will operate until the
next Alarm Period starts, which in this example will be Alarm Period One, at 08:30 the following
morning. As there is only a skeleton staff on in Mary Smith’s Skillset during the Night Shift, the
Threshold has been lowered to 2.

In all cases the same Alarm Message is used. Because the (AN) symbol will be replaced by the
appropriate value of the AN parameter when the message is displayed (which is when the Alarm
is triggered) a single message can be flexible enough to be used in differing situations.

However, if Mary Smith had wanted to she could have used a different message for each Alarm
Period, or she could have configured any of the Alarm Periods to use a Static Alarm.

If you click on Submit you will save your settings and will be returned to the Assigned Alarms
page, shown below. Clicking the Cancel button will return you to the Assigned Alarms page
without saving any of your changes.
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Figure 102: Assigned Alarms Page with an Alarm configured.
Schedules

Schedules allow you to automatically send a message to the wallboards of a Skillset (or the
System) at a pre-defined time on a specified day or range of days.

Selecting the Schedule option presents you with the Assigned Schedules page, shown below.
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Figure 103 Assigned Schedules Page

The Assigned Schedules page will display a list of the assigned Schedules. Initially this list will

be empty.

Click the Add button to create a new Schedule. Clicking the Add button presents you with the
Add Schedule page, shown below.
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Figure 104 Add Schedule Page

The Add Schedule page allows you to configure the Schedule.

When you assign a Schedule it is specific to a particular Skillset (or the System, if you select the
System list item). A Schedule Message may be used by many Skillsets, but a Schedule is
specific to a single Skillset. Select the Skillset you wish to assign the Schedule to from the
Wallboard Skillset drop down menu.

Note: If you configure a Schedule to be a System Schedule that Schedule will be displayed on all
wallboards which have been configured as System wallboards.

Note: You may specify the same Schedule settings for different Skillsets, and these different
Schedules may use the same Schedule message, but they are in fact all separate and distinct
Schedules, and they have to be created separately.

You may set a Schedule to operate on a specific week-day, every day from Monday to Friday,
every day from Monday to Saturday, or Daily (every day).
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Our example User Mary Smith has created a schedule which will operate on each day of the
working week, Monday to Friday. The time the Schedule is to be triggered is specified using the
24 hour clock, and the time is set by selecting hours and minutes from the drop down menus.

The message which is to be sent at the specified time on the specified range of days is selected
from the drop down message menu which lists the messages which have been assigned to this
Skillset.
Mary Smith wants the message:

Morning Shift Log Out, Afternoon Shift Log In
to be sent to the Skillset 3 wallboards at 13:00, each day of her working week, which runs from
Monday to Friday. When you have configured the Schedule, click on the Submit button to save

it. You will be returned to the Assigned Schedules page, shown below.

To leave the Add Schedules page without saving any changes you might have made, click the
Cancel button. You will then be returned to the Assigned Schedules page, shown below.
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Figure 105 Assigned Schedules Page with Schedule Added
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The Assigned Schedules page is shown above with the newly created Schedule displayed.
To change any of the details of a Schedule, use the Edit button.
Clicking on the Edit button presents you with the Edit Schedule page, shown below.

This page operates exactly like the Add Schedule page, except the data entry fields are already
populated with the current settings of the Schedule when the page appears.
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Figure 106 Edit Schedule Page

When you have edited the Schedule, click on the Submit button to save it. You will be returned
to the Assigned Schedules page.

To leave the Edit Schedules page without saving any edits you might have made, click the
Cancel button. You will then be returned to the Assigned Schedules page.

Instant Messages
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Instant messages allow Users to manually select any one of the stored wallboard messages and to
dispatch it to the wallboards at will.

Users may also type in any text hand have it sent to the wallboards, for one-off requirements.
These messages are dispatched to the wallboards and then discarded, they are not saved. If you
wish to save a message, use the Wallboard Message options on Page 120 to add the message to

the list of stored messages.

Selecting the Instant Messages option presents you with the Instant Messages page, shown
below.
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Figure 107 Instant Messages Page

The Instant Messages page allows you to select the Skillsets you wish to dispatch the instant
message to, from the list of Skillsets which have been assigned to you by your Administrator.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.
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Our example User Mary Smith has used her Dev&Train Favorite to highlight and select the
Development and Training Skillsets.

Clicking the Instant Messages button presents you with the Instant messages page, shown below.
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NERTEL
NETWORKS
Instant Messages
Print Schedules Please select a message from your existing messages or type a new
message if required
Real Time
Exisiting
[Wﬂl{bnurd .ﬁsmgnmem J
Agent AMlarms
New message
|Martin you have leftyour car lights on
Serldl Cancel
Schedules «
Instant Messages »
Time Bins Setup -
Reports -
- Ee—
& Done | [%J Local intranet e

Figure 108 Composing an Instant Message

The Instant Messages page allows the User to select any of the stored messages from the
Existing messages drop-down menu.

They may also type any ad hoc message in the New message field.
To send the message to the wallboards, click the Send button.
» If'there is no text in the New message field, the displayed message in the Existing
messages drop down will be sent to the wallboards.

» If there is text in the New message field that text is sent to the wallboards.

In both cases you will be returned to the Instant Messages page.
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To return to the Instant Messages page without sending an Instant Message, click on the Cancel
button.

Note: As usual, you can include parameter abbreviations in brackets in the text of the New
message to have Nortel Networks Reporting for Call Center automatically replace these with the
correct numerical value for the parameter when the message is displayed. (See the section on
Page 111 which describes parameter substitution.)
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Reports 6

Reports Introduction

General

Nortel Networks Reporting for Call Center provides a set of flexible and easy-to-understand
reports. The reports contain information about the call traffic in and out of your Call Center and
about the activities of your Call Center Agents.

Fundamental Concepts

The concepts fundamental to understanding the background of the reports in the Nortel Networks
Reporting for Call Center application.

Report Periods

Manually generated reports can be generated for any elapsed period of time. For example, a
report that covers the period from 12:00 p.m. Tuesday to 16:15 p.m. can be produced.

There are no pre-defined limitations on the time frame a manually generated report can include.

Scheduled reports are limited to fixed durations: daily, weekly, or monthly.

Skillset Selection

Many reports allow the User to choose to report on any combination of the Skillsets they are
assigned.

They can report on a single Skillset, a combination of their assigned Skillsets, or all of their
assigned Skillsets.

Note: Reports may contain more information than requested. For example, a request for an
Agent Profile report for Skillset 1 produces a report that lists all the Agents who were
logged in to Skillset 1, including multi-Skillset Agents. The report also includes all Agent
activity for each Skillset they were logged in to.

If the report is limited to the Agent activity for the requested Skillset only, you need to
request the same report for each Skillset that each of the multi-Skillset Agents is logged
in to in order to receive a complete report.
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Private Switched Telephone Network Call (PSTN) and Multimedia Calls

Nortel Networks Reporting for Call Center reports on both ‘normal’ PSTN voice calls and calls
conducted through the Nortel Networks Multimedia Call Center.

Direct Calls

Direct Calls are calls answered by the Skillset through the “Lines Administration” table in the
CallPilot Manager. A layman would think of the direct calls as being the number of calls the Call
Center handles. A person phoning a Call Center once generates a single Direct Call.

Indirect Calls

Every time a direct call is transferred between Skillsets, the call is counted as an Indirect Call.
Therefore, a call to a Call Center generates a single Direct Call and zero or more Indirect Calls.

Indirect Calls are those moved to a Skillset by means of the Move to Skillset Call Routing step or
manually transferred to the Skillset Control DN.

Calls and Call Transactions

Calls that are handled within your Call Center are sometimes passed amongst the Skillsets by
Agent activities such as transferring a call to the Control DN of another Skillset or by
transferring a call directly to the Agent of another Skillset.

This gives rise to separate phases of the call. The portion handled by the first Agent and the
subsequent handling by other Agents or other components of your Call Center (such as voice
mail) are each counted as a separate phase of the call.

Because a call can be transferred back and forth between Skillsets and Agents, a call may
therefore have any number of these handling phases. Each of these phases is called a call
transaction. When two or more Agents handle a single call the various portions of the call are
called Call Transactions.

Tracking the separate call transactions of a Call in this way allows a more accurate and readily
understood representation of the activity within your Call Center.

Call Transactions and the Direct and Indirect Calls

If an incoming Call Center call is handled within a single call transaction, that call transaction
will also be either a Direct Call or an Indirect Call, and the Direct and Indirect columns of the
reports will reflect this.

However, if an incoming Call Center call is handled by a series of call transactions, the second
and other following call transactions will not affect the Direct Call and Indirect Call columns,
because these other call transactions are not new Incoming Calls presented to the Skillset. This
prevents the transferred portions of the calls skewing such statistics as the number of incoming
calls presented to the Skillset, or the Average Waiting Time, for example.
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However, if one of the secondary call transactions was a transfer of the call to the Control DN of
a Skillset, that call will appear as a new incoming call in that Skillset in the Indirect column, as
this is a queued call that has to be presented to an Agent and answered. In-Progress Calls
In-progress calls are not included in the reports. The reports will only display information on
calls that have been completed by the time the report has been requested.

In-Progress Calls

The reports only display information about calls that are completed at the time the report has
been requested. That is, in-progress calls do not feature in any of the reports.
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Report Concepts

This part of the chapter provides information on the format of the reports and their usage.

Report Headers

Each report contains an information header that consists of the following:

*  Company Name

* Report Title

* Report Period: The start time and date and an end time and date of a report

* Report Created: The time and date that the report was created

* Data Timestamp: The time and date the Call Center generated the report data
e Skillsets: The Skillsets included in the report

See Figure 109: Example Report Header.

NERTEL

NETWORKS
Company Mame The Icelandic Arena
Report Title Answered Calls Report
Repart Period 29 Jun 2005 00:00 to 01 Jul 2005 23:59
Report Created 10 Aug 2005 09:24
Data Timestamp 01 Jul 2005 14:35
Skillsets SKILLY, SKILLZ, SKILL3

Figure 109: Example Report Header

Report Viewer Toolbar

Screen-generated reports are displayed within the report viewer window.

The report viewer has a toolbar, shown in Figure 110: Report Viewer Toolbar. The toolbar
allows you to:

* Print a report
* Export a report

* Magnify a report on screen
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* Navigate through a multi-page

* Perform a search within a report

]x%@?hnnz -] |J 4 1 o1 b b m |JM

Fresigm I

Figure 110: Report Viewer Toolbar

Note: The Preview tab indicates that you are viewing a print preview of the report.

Printing a Report

Click the Print Report icon to view the printer window, as shown in Figure 111: Report Printer
Selection Window.

Bt 2] x|
General |
~ Selact Printer
n = =N "o =] D
_-; 4 N l-.\_ .IT-- C'_
Add Printer Canan hp deskjet HP Desklet HP Mobile
IRE000-60... 6122 series ... S40C[841C)... Prinking -
i | ,
_S tatus; Feady Preferences |
Location:
o Fird Frinter... |
- Page Range
& Al MNurmber of copies; |1 5:
€ Selection € CurentPage
' Pages: I
L aJ
Print I Cancel |

Figure 111: Report Printer Selection Window
This window allows you to select a printer from the list of available printers. This is the printer
that will generate the report.

You can specify the number of copies you want to print, and you can choose to print the whole
report, the page you are currently viewing, or a selection of pages.

Click Preferences to specify settings, such as paper orientation and size.
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Exporting a Report

Click the Export Report icon to view the export report window, shown in Figure 112: Export
Report Window.

Export Report x|

Filiz Fuarrniat :
IMicmsoft Excel ;I

- Page Range-

o Al
" Pages

From: |1 To: |1

File: marmne:

CADocuments and Settingshdavem'D ezktopiM ondapl ncomingR e

k. Cancel | Browsze. . I

Figure 112: Export Report Window

File Format
Select the desired format from the File Format list.

Table 1: Available Report Export Formats shows the available formats.

Export Format Name Extension Required Viewer

Crystal Reports native format pt Crystal Reports

Microsoft Excel or

Microsoft Excel Viewer

Microsoft Excel or

Microsoft Excel Viewer

Microsoft Excel (data only) xls (same as Microsoft Excel format above, but in a
format without the shading, highlighting, and
other report formatting)

Microsoft Excel Xls

Microsoft Word .doc Microsoft Word or Word Document Viewer
Rich Text Format otf Any RTF aware editor or file viewer
Adobe Acrobat .pdf Adobe Acrobat

Table 1: Available Report Export Formats
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Exported File Name and Location

You must provide a file name or a file path for the exported report. If you do not specify a path
in the file name, the file is placed on your desktop.

Note: An appropriate file extension is required to format the exported report and to select the
application required to view it. Select the appropriate extension from Table 1:
Available Report Export Formats.

You can click Browse, you to browse to the location where you want to have the report
exported.

Note: The Browse tool automatically provides a file extension unless you specified your
own file extension.

Page Range

You can specify to export the entire report or to export a page range. To export the entire report,
select All. To specify a page range, select Pages and specify the start and end page of the
section you wish to have exported, in the From and To fields.

Note: The All option and the From and To fields are unavailable if the report contains only
a single page.

Exporting the Report

After you select the settings, such as file name and file format, click OK to export the report.
After the report is exported, Nortel Networks Reporting for Call Center will offer to open it, as
shown in Figure 113: Report Viewer Export. Click Yes to view the report.

Report Viewer Export

x_?(/ The repart has been exported, Would vou like ko open it?

Yes Mo

Figure 113: Report Viewer Export

Note: If you have not used the appropriate file extension for the selected file format or you
do not have the appropriate viewer installed on your PC, then Nortel Networks
Reporting for Call Center does not appear.
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Report Magnification

Select the required report magnification from the list.

Report Navigation

Use the Arrow icons and the Page field to move forwards or backwards one page, directly to the
first or last page, or directly to a specific page. Entering a page number into the Page field and
pressing Enter moves you directly to that field. A tool tip appears if you position the mouse
pointer over the navigation icons and wait for a moment.

Searching for Text within a Report

To locate a string or phrase within the report, click Search Text (the binoculars). Enter your
search text.

Use Searching for Text within a Report to look for a specific Agent in a large Agent Activity
report or to locate a particular Calling Line Identification (ID) in the Abandoned Calling Line ID
report, for example.

This could be used to look for a specific Agent in a large Agent Activity report, or to locate a
particular Calling Line ID in the Abandoned Calling Line ID report, for example.
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Using the Reports

Selecting the Reports option presents you with the Report Menu page, show below.

Each of the reports is listed in turn. To obtain a report click on the button labeled with the report
you wish to view.

2 Nortel Networks Reporting for Call Centre. - Microsoft Internet Explorer |E!
Fie Edt Vew Favortes Toos Help ar
Q- Q M AG Powar rroow @ -5 B-JOPFO 3
Address {]hm:fﬂo@o;yﬁcc#gw;mﬁmt_aﬂex.m v. Gn Links *
Google - | v| @pseachwer ~ §0 [Ehsm@boded f] #d options
-~
Report Menu
b
Please select the report you wish to view from the list below
Print Schedules «
Report Names
Real Time «
Answered Calls Report
Agent Alarms « Apandoned Cals Repor
Abandoned Caling Line ID Report
Wallboard Setup »
Agent Capacty Report
T Hep Request Report
[_ViewReport |
—— CatAverageRepot [ ViewReport ]
Agent Average Report
Agent Profle Repart
et Aceuty R
Agent Audt Resort
Actuty Code Report By Sulset
Activty Code Report By Agent
Activity Code Report By # of Pegs
Summary Report
Ca Profie Report
incoming Cal Report
Unanswered Help Request Report
Agent Average Report By Agent
Agent Activity Report By Skilset
System Config [ ViewReport
|  GetlatestCall CenterData |
v
) 84 Local intranet

Figure 114 Report Menu Page
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Get latest Call Center Data Button

This button causes Nortel Networks Reporting for Call Center to request the most recent report
data from the Call Center.

For example, if you have specified that Nortel Networks Reporting for Call Center should poll
the Call Center every 30 minutes for report data, by clicking on the Get Latest Call Center Data
button you ensure that the most recent data is received from the Call Center before the reports
are generated. This means that any Call Center activity which has occurred since the last Report
Data update is included in the reports.

When the reports page is first displayed or whenever the button has been clicked the button is
disabled and a short countdown shows the seconds left until it can be used again. This prevents
repeated, rapid requests being made.

Answered Calls Report

Clicking on the Answered Call Report button presents you with the Answered Calls Report
Skillsets page, shown below.

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.
The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 /2x 11 in.: the report can be viewed and printed onto letter sized paper.

* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.
The Answered Calls Report Skillsets page allows you to select which Skillsets you wish to have
included within the report.

* For a discussion of using Skillset Selection lists see page 72.
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* For a discussion on using Favorites, see page 73.

2 Nortel Networks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld

© File Edit ‘iew Favorites  Tools  Help F,'
: i) . . 2 A ) e : Zy A B T by

i @ Biack. =P |ﬂ @ _I\J 7 Search . Favorites @1 =B =g ,__,-| '@ .“i

f | & ; 7 |

i Address I‘Ej http:/fdevpigivce/report_pagesreportl, asp?name=Answered+Calls+Repart w | Go

NERTEL

3
NETWORKS'

den gt e

Answered Calls Report

Please select a period then a Skillset to report on.
Print Schedules

From date |30 v || Nov v 2005 + From time |00 | 00 +

Real Time To date 30 % || Moy » iEDDE hd To time 523 w53 »

Select your paper size: | [Faper Size] Vl

Agent Alarms  + .
g You have no favorites saved

Wallboard Setup Skillsets

Time Bins Setup -

Reports «

[ SelectAll [ Create Favorite |

ﬁ}‘] Dione ‘ﬁ Local inkranet

Figure 115 Answered Calls Report Skillsets Page
No Skillsets have been set up in the example Skillset selection page, see Figure 115 Answered
Calls Report Skillsets Page. The page does show that the report should run from the start of day
(00:00) on November 30™, 2005 up to 23:59 on November 30™, 2005.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report. This is shown below.
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A Crystal Reports ActiveX Viewer - Microsolt Internet Explores

| % & @i =] || W 4 et [T |
Praviesw

S
NETWORKS

Company Name Happy Daze Pharmacy

Repaort Title Answered Calls Report

Report Penod 10 Mar 2004 08:00 to 10 Mar 2004 1769
Report Created 22 Mar 2004 11:37

Data Timestamp 12 Mar 2004 15:57

Skillsets 1,3
Calls <000 <0020 <00:30 <040 <00:50 <0100 > 0100
1 Development 1381 629.39%  S04%  48.4% 101% 51% 30.2% 651, 40%
Voice 1351 629,39%  50,4% 48, 4% 18,1% 25,2% ,2% 651, 48%
 Mukimedia o oo%  00% 0,0% 00%  0.0% 00% 00%
Calls  <0AD <0020 <0030 <0040 <RS0 <000 >0100
3 Training ] 0,0% 0,0% 0,0% 0,0% 0,0% 0,0% 0,0%
Voice o 0,0% 0,0% 0,0% 0,0% 0,0% 0,0% 0,0%
Mubtimedia i 0,0% 0,0% 0,0% 0, 0% 0,0% 0,0% 0,0%

Figure 116 Answered Calls Report

For each Skillset the total number of calls is displayed, together with a breakdown of the number
and percentage of calls that were answered within each of the Answered Time Bins. For a
discussion of Time Bins, see page 61.

This reports shows how long those calls that have been answered by your Call Center waited
before they were connected to an Agent.

Voice calls and Multimedia calls are listed separately and totaled for each Skillset, and for the
report total.

Abandoned Call Report

Clicking on the Abandoned Call Report button presents you with the Abandoned Calls Report
Skillsets page, shown below.
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2 Nortel Networks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld

: File Edit Wew Favorites Tools  Help :,'
: P : . A ) i ¥ : Zy [ N L

: i # 1 [~ 2Y | f £ l - (

: @ Back <) | |ﬂ @ _Iﬁ - search S Favorites {} =B &g _l \?) .*‘i

! Address ;é] https ffdevpigirocfreport_pagesireport2, asprname=abandoned+Calls+Report Vi Go

NERTEL

E
NETWORKS'

o e

Abandoned Calls Report

I
Please select a period then a Skillset to report on.
Print Schedules :
From date |30 V|INDV V|?20EIE ~|  Fromtime |00 ¥ | 00
Real Time - Todate |30 % |[MNov v 2005 v Totime |23 v| 59 v|
Select your paper size: [RaSafes M|
AgEnLCAlarms You have no favorites saved
Wallboard Setup - Skillsets
Time Bins Setup -
Reports -«
[ Selectall [ Creste Favorite |
-E:l ‘:J Local inkranet

Figure 117 Abandoned Calls Report Skillset Page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
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To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.
The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 %2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Abandoned Calls Report Skillsets page allows you to select which Skillsets you wish to
have included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report. This is shown below.
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A Crystal Reports ActiveX Viewer - Microsolt Internet Explores

| x & @afios =] || 4 4 1o oMo |
Freaview

Company Name  Happy Daze Pharmacy

Report Title Abandoned Call Report

Report Penod 10 Mar 2004 08:00 to 10 Mar 2004 17:59
Report Created 22 Mar 2004 12:21

Data Timestamp 12 Mar 2004 15:57

Shillsets 1,3
calls  <00:10 <0020 <00:40 <01:00 <0120 <0140 >01:40
1 Development WTIE Sm% WIS W% 1S% 1AS% 8L%
Voice 738 17,7% 52,21%  39,16% 23,10% 13,5% 13,5% 81, 34%
Multimedia o 0,0% 00%  0,0% 0,0% 0,0% 0,0% 0%
3 Training 0 0,0% 0,0% 0, 0% 0,0% 0,0% 0,0% 0,0%
Voice o 0,0% 0.0%  00% 0,0% 0.0% 0,0% 0.0%
i 0 0,0% 0,0% 0,0% 0, 0% 0,0% 0,0% 0,0%

Figure 118 Abandoned Call Report

For each Skillset the total number of calls is displayed, together with a breakdown of the number
and percentage of calls that abandoned within each of the Abandoned Time Bins. For a
discussion of Time Bins, see page 61.

This report shows how long those calls abandoned waited before they hung up. An Abandoned
call is a call that did not get successfully answered. The incoming caller terminated the call
before they were connected to an Agent.

Voice calls and Multimedia calls are listed separately and totaled for each Skillset, and for the
report total.

Abandoned Calling Line ID Report

Clicking on the Abandoned Calling Line ID Report button presents you with the Abandoned
Calling Line ID Report Skillsets page, shown below.
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2 Nortel Networks Reporting for, Call Center. - Microsoft Internet Explorer provided by BTopenworld

¢ File Edit View Favorites  Tools  Help ﬁr
@Back <Y | \ﬂ \g _.j >~ ! Search ‘-‘;_ﬁ;’Favorites @'{ g = - _._,'I \?) f‘
i Address :é] http:ffdevpigfrccfrepart_pagesireport3, asp?name=Abandoned+Calling+Line+1D+Repart V_i Go
NERTEL
METWORKS
et
|
Report
Print Schedules
Please select a period then a Skillset to repart on.
Real Time « | _ [ — Il o . e ml
From date |30 % ||[MNow (/2005 ¥ From time |00 % | 00 + |
Todate |30 ~|[[iE¥ v 2005 | Totime |23 v|[53 v
Agent Alarms - i e
s e e
Select your paper size: | [Paper Size] b |
Wallboard Setup - You have no favorites saved
Skillsets
Time Bins Setup - =
Reports  «
[ Selectall || Creats Favarite |
-é:l Daone ‘-_; Local inkranet

Figure 119 Abandoned Calling Line ID Skillset page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.
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Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Abandoned Calling Line ID Report Skillsets page allows you to select which Skillsets you
wish to have included within the report.

» For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report. This is shown below.

J Crystal Reports ActiveX Viewer - Microsolt Internet Explorer

]x’ﬁmuli 'Il—ld’h- bﬂl”“ |
Preview

NERTEL
OB —

Company Name Happy Daze Pharmacy

Report Title Abandoned Calling Line ID
Report Period 10 Mar 2004 08:00 to 10 Mar 2004 17:59
Report Created 20 Mar 2004 12:50

Data Timestamp 12 Mar 2004 15:57

Skillsets 1,3
Date Time Calling Line Identity Abandoned Time

10 Mar 2004 [il:5: 3] 555123321 00.00:01
10 Mar 2004 08:36 L100 00:00:10
10 Mar 2004 08:38 963 00:00:08
10 Mar 2004 08:40 L108 00:03:09
10 Mar 2004 08:45 Loz 00:00:50
10 Mar 2004 0849 555789987 00:00:14
10 Mar 2004 0850 L1og 00.01.09
10 Mar 2004 08:50 L1089 00:01°08
10 Mar 2004 08:54 555345543 0000113
10 Mar 2004 08:55 L109 00:00:07
10 Mar 2004 0857 Lioo 00:00:12
10 Mar 2004 09:06 555567765 00:00:45
10 Mar 2004 09:16 La4 00:00:12
10 Mar 2004 09:25 L102 00:00:10
10 Mar 2004 09:26 Liog :00:21
10 Mar 2004 0940 L110 00:00:09
10 Mar 2004 09:42 Lm 00:00:06
10 Mar 2004 09:44 555890098 00:00:10
10 Mar 2004 09:44 Lne 00:01:00
10 Mar 2004 0946 L100 00:00:12
10 Mar 2004 10:06 Lot 00:0012
10 Mar 2004 1012 L117 00:00:45
10 Mar 2004 1013 !

40 Rdme AN A4 | anm An-nn.n

Figure 120 Abandoned Calling Line ID Report
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For each Skillset and for a report total, the calls that abandoned are shown.

The date and time are displayed for each abandoned call, together with the Calling Line ID and
the time the call waited before it abandoned.

Agent Capacity Report

Clicking on the Agent Capacity Report button presents you with the Agent Capacity Report
Skillsets page, shown below.

<3 Nortel Networks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld

¢ File Edit View Favorites Tools  Help s
: . 5 - — n . — 1 G

@ 2 ¢ ) i i e N 1 - o

! @ Back & x ‘,: _I\ - searth S ¢ Favorites {j = &g e \?) ‘a‘}'

‘ 1 A

i Address iéj http: fidevpigirec freport_pages/report4. aspPname=~Agent+Capacity+Repart he | =4 GO

NEQRTEL

3
NETWORKS'

e clgt che

Agent Capacity Report

Please select a period then a Skillset to repaort on.
Print Schedules
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Figure 121 Agent Capacity Report Skillsets page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.
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Note that the report is agent based, not Skillset based. This means that when you request a report
on a Skillset, the report will include all of the Agents who were logged into that Skillset during
the requested period. For Multi-Skillset Agents the report will include all of the activity of the
Multi-Skillset Agents, for all Skillsets into which they were signed during the report period.

If this was not the case, and the report was limited to the Agent activity for the requested Skillset
only, you would need to run the same report for each Skillset that each of the Multi-Skillset
Agents was logged into, to see a full picture of their activity.

Note: The report is agent based, not Skillset based. This means that when you request a report
on a Skillset, the report will include all of the Agents who were logged into that Skillset during
the requested period. For Multi-Skillset Agents the report will include all of the activity of the
Multi-Skillset Agents, for all Skillsets into which they were signed during the report period.

If this was not the case, and the report was limited to the Agent activity for the requested Skillset
only, you would need to run the same report for each Skillset that each of the Multi-Skillset
Agents was logged into, to see a full picture of their activity.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 %2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4, 210 x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Agent Capacity Report Skillsets page allows you to select which Skillsets you wish to have
included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report. This is shown below.
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Company Name Happy Daze Pharmacy
Report Title Agent Capacity Report

Report Period 10 Mar 2004 08:00 to 10 Mar 2004 17:59
Report Created 20 Mar 2004 13:05
Data Timestamp 12 Mar 2004 15:57

Skillsets 1,3
Number of instances when no agems
were to answer an Tm'::’"ﬂ'm
Skillset call center call -
(] Name Total 980 Total 064343
1 Development 980 06:4343
3 Training 1] 00:00:00

Figure 122 Agent Capacity Report

Whenever there are Agents logged into a Skillset but none of those Agents are available to take
an Incoming Call Center call, Nortel Networks Reporting for Call Center records how long that
state continues. That is, it records the time which elapses before an Agent becomes available to
take an Incoming Call Center call. Note that this is recorded whether there are any incoming
Call Center calls or not.

For each Skillset that was selected, this reports shows the total number of instances when there
were no Agents available to take an incoming Call Center call, and the total duration of all of
those instances added together.

Help Request Report

Clicking on the Help Request Report button presents you with the Help Request Report page,
shown below.
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Figure 123 Help Request Report page

This page allows you to specify the paper size to view and print the reports on, and the time
period you wish the report to cover. The time period is specified by providing a From Date and
From Time and a To Date and a To Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.
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Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

Click on the Submit button to view the report. Click on the Cancel button to return to the Report
Menu page.

The Help Request Report is shown below.

2 Crystal Reports ActiveX Viewer - Microsoft Internet Explorer =10] x|
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Company Mame Happy Daze Drug Store

Report Title Help Request Report
Report Period 22 Jan 2004 DD:D0:00 to 22 Jan 2004 23:59:00

Report Created 22 Jan 2004 19:24:47
Data Timestamp 22 Jan 2004 19:23:47

Supervisor ID Supervisor Name Time Date CLID Agent ID Agent Hame

Figure 124 Help Request Report

This report lists each Supervisor (that has answered a Help Request) together with the details of
the Help requests they answered.

Supervisor ID
Indicates the Call Center ID of the Supervisor who answered the Help Request.

Supervisor Name

Issue 02 (15) Reporting for Call Center Setup and Operations Guide



160 Reports

Indicates the name of the Supervisor who answered the Help Request.
Time
Indicates the time at which the Help Request was answered.

Date

Indicates the date on which the Help Request was answered.

CLID

Indicates the CLID of the incoming call on which the Agent who made the Help Request was
active at the time they made the Help Request.

Agent ID
Indicates the Call Center ID of the Agent who made the Help Request.

Agent Name
Indicates the name of the Agent who made the Help Request.

Call Average Report

Clicking on the Call Average Report button presents you with the Call Average Report Skillsets
page, shown below.
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Figure 125 Call Average Report Skillset page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.
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Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Call Average Report Skillsets page allows you to select which Skillsets you wish to have
included within the report.

» For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected. Clicking on the Submit
button generates the report.

J Crystal Reports ActiveX Viewer - Microsolt Internet Explorer
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Company Name  Happy Daze Pharmacy

Report Title Call Average Report
Report Period 10 Mar 2004 08:00 to 10 Mar 2004 17:59
Report Created 20 Mar 2004 13:06

Data Timestamp 12 Mar 2004 15:57

Shillsets 1,3
Call Center Call Call Center Call Call Center Call
Transactions Transactions Transactions
Average Time to Average Time to Average Incoming
Answer Abandon duration
Tatal 1351 00:00:43 238 00:00.26 13m7 00:02:49
Voice 1351 00:00:43 238 00:00:26 1377 00:02:49
Multimedia [} 00:00:00 0 00:00:00 1} i
1 Development 1351 00:00:43 238 00:00:28 137 00:02:49
Voice 1351 00:00:43 238 00:00:26 1377 00:02:49
Muttimedia 0 00:00.00 o 00:00:00 0 00:00:00
3 Training 0 00.0¢ 0 I 0 00:00.00
Voice [i] 00:00:00 o 00:00:00 a 00:00:00
Multimedia o 00:00:00 o 00:00:00 0 00:00:00

Figure 126 Call Average Report
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For each Skillset and for a report total, the number of calls and their average is displayed for
three statistics.

Voice calls and Multimedia calls are listed separately and totaled for each Skillset, and for the
report total.

Call Center Call Average Time To Answer

The Call Center Call Average Time To Answer column holds the average time before a Call was
answered. This statistic tracks Direct and Indirect Calls, not call transactions. This can be used
to determine the average time that answered calls had to wait before they were answered.

Call Center Call Average Time To Abandon

The Call Center Call Average Time To Abandon column holds the average time before a Call
abandoned. This statistic tracks Direct and Indirect Calls, not transactions. This can be used to
determine how long on average abandoned calls waited for before they abandoned.

Call Center Call Transactions Average Incoming Duration

The Call Center Call Transactions Average Incoming Duration column holds the average
duration of each call transaction. This statistic tracks call transactions, not calls, so a call that is
answered in one Skillset and transferred to the Control Dn of another Skillset (or even back to
the Control Dn of the same Skillset) will have a call duration for each portion of the call. Both
portions will be included in the reports.

Agent Average Report

Clicking on the Agent Average Report button presents you with the Agent Average Report
Skillsets page, shown below.
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Figure 127 Agent Average Report Skillset Selection Page

This page allows you to select the Skillset you wish to have included in the report, the paper size
to view and print the reports on, and to specify the time period you wish the report to cover.

Note that the report is agent based, not Skillset based. This means that when you request a report
on a Skillset, the report will include all of the Agents who were logged into that Skillset during
the requested period. For Multi-Skillset Agents the report will include all of the activity of the
Multi-Skillset Agents, for all Skillsets into which they were signed during the report period.

If this was not the case, and the report was limited to the Agent activity for the requested Skillset
only, you would need to run the same report for each Skillset that each of the Multi-Skillset
Agents was logged into, to see a full picture of their activity.
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The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 /2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

Note: You can only select a single Skillet to be included in this report.

The report will include all Agents who have signed into the selected Skillset during the requested
time period. However, the report will include ALL of the information for those Agents for that
time period, even if they were signed into multiple Skillsets and were handling calls from other
Skillsets.

This means that you do not have to specify a combination of different reports to get the complete
picture for the multiple Skillset Agents who were signed into the chosen Skillset. For example,
if you have an Agent signed into Skillset 1, another signed into Skillsets 1 and 2, and another
signed into Skillsets 1 and 3, by choosing Skillset 1 as the Skillset to report one, you will see all
three Agents in your report and the data shown for them will be their complete Activity in all
Skillsets for the requested period.

For a version of this report categorized by Agent, see the Agent Average report by Skillset on
Page 213.

Clicking on the Show Report button generates the report. This is shown below.
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Company Name  Happy Daze Pharmacy

Report Title Agent Average Report
Report Period 10 Mar 2004 08:00 to 10 Mar 2004 17:59
Report Created 20 Mar 2004 1307

Data Timestamp 12 Mar 2004 15:57

Shillsets 1

Call Center Call
Transactions lw_rm Average Outgoing Average Break Time
Incoming Duration Calls Duration Duration
1 Development 967 000234 86 0D:02:16 946 000049
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Multimedia 0 o
Alison 50 00:0Z:46 o o 50 00:00:15
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Brenda 30 00:03:28 o 0 30 00:00:32
Voice 30 00:03:28 0 0
Multimedia i} 0
Carol a1 00:02:31 2 00:00:29 9 00:00:15
Voice 9 000231 2 00:00:29
Multimedia o 0
Delia 85 00:02:57 B 00:05:27 a3 00:00:17
Voice B5 00:02:57 B 00:05:27
Multimedia ] o

Figure 128 Agent Average Report

For each Agent the average durations of three Call Center activities are displayed.

These activities are Call Center Call Transactions Average Incoming Duration, the Average
Outgoing Call Duration and the Average Break Time Duration.

For the Incoming and Outgoing Call Durations, the number of calls is also provided.

This report provides an easy way to compare the average durations of different Agents. If the
Incoming Call Duration for one Agent is markedly longer than the duration of the other Agents,
this report will show up the anomaly.

This might indicate for example, that the Agent requires some training, or perhaps it indicates
that they are providing extra care and attention to their callers.
Agent Profile Report

Clicking on the Agent Profile Report button presents you with the Agent Profile Report Skillsets
page, shown below.

Reporting for Call Center Setup and Operations Guide Issue 02 (15)



Reports 167

3 Nortel Networks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld Dﬁlg
'#,l

: File Edit  View Favortes  Tools  Help

@Back T s \ﬂ |§] _;ﬁ j._‘Search ‘::TI’ Favarites {_‘3 v ._;, b _' -@ f}

I : : |
i fddress igj http:fidevpigircc/report_pagesfreports, asp?name=~Agent+Profile+Report ht | a G0

NERTEL

NETWORKS'

M legut e

Agent Profile Report

i
Flease select a period and a Skillset to report on. All agents who have
Print Schedules logged into that Skillset will be reported on. Information from all of the
Skillsets that Multi-Skillset Agents logged into will be included.
A From date |30 "|. Mow V| 2005 "| From time |00 v |00 v
To date |30 ¥ | Mov v[/2005 v  Totime |23 v |53 v
Agent Alarms : : i = &
Select your paper size: | [Faper Size] |
Wallboard Setup - Skillsets
Time Bins Setup - [
Reports
;§] Daone ‘-_-; Local intranet

Figure 129 Agent Profile Report Skillset page

This page allows you to select the Skillset you wish to have included in the report, the paper size
to view and print the reports on, and to specify the time period you wish the report to cover. The
time period is specified by providing a From Date and From Time and a To Date and a To Time.

Note: The report is agent based, not Skillset based. This means that when you request a report
on a Skillset, the report will include all of the Agents who were logged into that Skillset during
the requested period. For Multi-Skillset Agents the report will include all of the activity of the
Multi-Skillset Agents, for all Skillsets into which they were signed during the report period.

If this was not the case, and the report was limited to the Agent activity for the requested Skillset
only, you would need to run the same report for each Skillset that each of the Multi-Skillset
Agents was logged into, to see a full picture of their activity.
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The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 /2x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

Note: You can only select a single Skillet to be included in this report.

The report will include all Agents who have signed into the selected Skillset during the requested
time period. However, the report will include ALL of the information for those Agents for that
time period, even if they were signed into multiple Skillsets and were handling calls from other
Skillsets.

This means that you do not have to specify a combination of different reports to get the complete
picture for the multiple Skillset Agents who were signed into the chosen Skillset. For example,
if you have an Agent signed into Skillset 1, another signed into Skillsets 1 and 2, and another
signed into Skillsets 1 and 3, by choosing Skillset 1 as the Skillset to report one, you will see all
three Agents in your report and the data shown for them will be their complete Activity in all
Skillsets for the requested period.

Clicking on the Show Report button generates the report. This is shown below.
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o | I

Figure 130 Agent Profile Report
For each Agent the following are displayed.

Logged In Time

This is the cumulative duration of all of the Log In sessions the Agent conducted during the
period of the report.

Available Time

This is the cumulative duration of all of the Available time the Agent had during the period of
the report. An Agent is Available when they are free to take an Incoming Call Center Call.

Not Ready Time

This is the cumulative duration of all of the Not Ready time the Agent had during the period of
the report. An Agent is Not Ready when they have invoked the Make Not Ready feature.
Break Time

This is the cumulative duration of all of the Break Time the Agent had during the period of the
report. An Agent is in Break Time following an Incoming Call Center Call. This is also known
as Wrap-Up. The Skillset supervisor allocates the amount of Break Time that the Agents will
receive.
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Answered Incoming Call Center Calls

This is the number of Incoming Call Center Calls that the Agent handled during the period of the
report. The sum of the durations of these calls is given in the following column.

Incoming Time

This is the cumulative duration of all of the Incoming Call Center Calls that the Agent handled
during the period of the report. The number of calls that this duration represents is given in the
preceding column.

Outgoing Calls

This is the number of Outgoing Calls that the Agent made during the period of the report. The
sum of the durations of these calls is given in the following column.

Outgoing Time

This is the cumulative duration of all of the Outgoing Calls that the Agent handled during the
period of the report. The number of calls that this duration represents is given in the preceding
column.

Agent Activity Report

Clicking on the Agent Activity Report button presents you with the Agent Activity Report
Skillsets page, shown below.
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Figure 131 Agent Activity Report Skillsets page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

Note: The report is agent based, not Skillset based. This means that when you request a report
on a Skillset, the report will include all of the Agents who were logged into that Skillset during
the requested period. For Multi-Skillset Agents the report will include all of the activity of the
Multi-Skillset Agents, for all Skillsets into which they were signed during the report period.

If this was not the case, and the report was limited to the Agent activity for the requested Skillset
only, you would need to run the same report for each Skillset that each of the Multi-Skillset
Agents was logged into, to see a full picture of their activity.
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For a Skillset based version of this report, see the Agent Activity Report by Skillset on Page216.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 /2x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Agent Activity Report Skillsets page allows you to select which Skillsets you wish to have
included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report. This is shown below.
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a Crystal Reports ActiveX Viewer - Microsolt Internmet Explorer

|| % & éfioox =] || 4 4 1 o1 PoMoE ||

leim'

Company Name  Happy Daze Drug Store

Report Title Agent Activity Report

Report Period 19 Mar 2004 08:00 to 19 Mar 2004 17:59
Report Created 21 Mar 2004 20:15

Data Timestamp 21 Mar 2004 20:08

Skillsets 1,2
Incoming
Incoming Non-Call
Logged in Call Center Center st Not Ready
Time Time Time s Break Time Time
Total 11210:32 01:04:42 0M1z13 01:4205 02.46:29 15:04:22
1 Admin
1 Alison 08:53:21 00:32.07 00:11:33 00:26:27 00:01:05 00:55:40
1 Admin
9 Debbie 09:09:43 00:00:45 00:38:23 00:45:40 no:oo0 D4:41:54
2 Support
5 Stuart 08:05:07 00:21:04 00:22:09 00:12:06 00:00.05 04:53:49
2 Support
15 Craig 080221 001046 00:00:08 00:17:52 024500 04:3259
KIS|

Supenvisory
Monitoring
Time

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

NETWORKS

Internal Call
Time
00:2516

00:07 46

00:06:35

00:07:57

00:02:58

|-

Figure 132 Agent Activity Report

For each Agent within the report, the following statistics are displayed.

Logged In Time

This is the cumulative duration of all of the Log In sessions the Agent conducted during the

period of the report.

Incoming Call Center

This is the cumulative duration of all of the Incoming Call Center Calls that the Agent handled

during the period of the report.

Incoming Non-Call Center

This is the cumulative duration of all of the Incoming Non-Call Center Calls that the Agent
handled during the period of the report. These are calls that have not come through the Call

Center routing, such as direct calls to the Agent on their DDI line, for example.

Outgoing Call Time

This is the number of Outgoing Calls that the Agent made during the period of the report.
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Break Time

This is the cumulative duration of all of the Break Time the Agent had during the period of the
report. An Agent is in Break Time following an Incoming Call Center Call. This is also known
as Wrap-Up. The Skillset supervisor allocates the amount of Break Time that the Agents will
receive.

Not Ready Time
This is the cumulative duration of all of the Not Ready time the Agent had during the period of
the report. An Agent is Not Ready when they have invoked the Make Not Ready feature.

Supervisory Monitoring

This is the cumulative duration of all of Supervisory Monitor sessions the Agent undertook
during the period of the report. An Agent can only perform Supervisory Monitoring if they have
been created as a Skillset Supervisor within the Call Center.

Internal Call Time

This is the cumulative duration of all of the Internal Calls that the Agent placed or answered
during the period of the report. Internal Calls are also called Intercom Calls.
Agent Audit Report

Clicking on the Agent Audit Report presents you with the Agent Audit Report Skillset Selection
page, shown below.

Reporting for Call Center Setup and Operations Guide Issue 02 (15)



Reports 175

2l Nortel Networks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld

¢ File Edit View Favorites Tools  Help :,'—
: . 6 " - i - W 1

1 & 7 ) = T i £~ { - | & <&

i @ Back. e \ﬂ \g] [l | &~ Search .';--»".) Favorites @1 B 52 s \?) __‘"‘

i Address :é] htkp:{/devpig/rocireport_pagesireport10, asprname=agent+audit-+Report \'i Go

P Ere R e

Agent Audit Report

Please select a period then a Skillset to report on.

Print Schedules

From date |30 V“NDV V|§ZDDS "| From time Q_DD bt iDD V|

Real Time - Todate |30 ¥||Nov ¥ |2005 | Totime |23 v |59 v
Select your paper size: | [Paper Size] |
AUENL AT You have no favorites saved

Wallboard Setup - Skillsets
Time Bins Setup -

Reports

[ SelectAll || Creste Favorite |
-El ‘*_-J Local inkranet

Figure 133 Agent Audit Report Skillset Selection page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.
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Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 %2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Agent Audit Report Skillsets page allows you to select which Skillsets you wish to have
included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button presents you with the Agent Selection page, shown below.

TR http:/ /localhost /rec/report_pages/agent_sudit_agents.asp?skillsets=1-4-&sFrom=2003/12/09 00:00; - Microsoft Internet Explorer =10 x|
File Edt View Favorites Tools Help | i
Ot - O - %] [F] (D] ) Isewch crovntes @vede )| (- B - 3
Address Iﬂ} hittp: | flocathost/rocfreport_pagesfagent_sudt_agents. asp?skillsets=1-4-8sFrom=2003/12/09%2000:00: 0085 To=2003/12/09%2023:5%:00 _‘j _Gu Lirks ”.
Google | ~]| @t searchweb ~ | g | Gh7ablocked il aiori [) | Edoptions &
=
NERTEL
NETWORKS
s clogodt e
Select Agents
Print Schedules Please selact Agents to report on
Real Time Agents
Agent Alarms
Wallboard Setup
Time Bins Setup
Reports
SelectAll | _ ShowReport | _Cancel |
R i4
|€] Done | |8 Local intranet y

Figure 134 Agent Selection Page
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This page allows you to specify which Agents you wish to have included in the report.

You can click on a single Agent to highlight and select a single Agent, you can click the Select
All button to highlight and select all Agents, and you can hold down the Control (CTRL) key,
and click on individual Agents to highlight and select a selection of Agents on which to report.

Note that if you have no Agents created in the Call Center or if no Agents have ever logged into
the particular Skillsets you have selected and performed the activity on which you are reporting,
you will be presented with Agent Selection page with a message informing you that you have no
Agents to choose from. This is shown below.

2 hitp:/ localhast/rec/report_pages/agent_audit_agents.asp?skillsets =3-9-&sFrom=2003/12/08 00:00; - Microsoft Internet Explorer =10 i
Fle Edt View Favores Tooks Help | &
OM - x'] _:_: : - search . Favorites eh\edo @‘-_ e = 1}
Address [ ] http:/flocahost recjrepart_pagesfagent_sudt_agents,asp?skilsets=3-0-8sFrom=2003/12/08%2000:00:008s To=2003/12/06%2023:59:00 | E)co | unks d
Google - ~]| @ searchweb - | gD | Bh7eblocked il auiori [ | P optons A
NERTEL
MNETWORKS
sMwn clogout s hew
Select Agents
Print Schedules Please select Agents to report on
Rasl Tihe There are no configured agents to report on in the selected penod
Agent Alarms -
Wallboard Setup -
Time Bins Setup -«
Reports «
' ra— -
£] Done [ [ Local intranet p

Figure 135 Agent Selection page with No Agents Available

Clicking on the Show Report button (which is visible on the Agent Selection page when there are
some Agents available to select) presents you with the Agent Audit report, shown below.

This report shows a detailed breakdown of the activities undertaken by the specified Agents for
the period of the report.

Issue 02 (15) Reporting for Call Center Setup and Operations Guide



178 Reports

Note: This report is intended to provide a highly detailed picture of the Agent activities, and is
intended to be used to produce reports that specify a short report period. If the report period is
long (more than an hour) or there are many Agents included in the report this report could be
very long.

J Crystal Reports ActiveX Viewer - Microso et Explorer

| x & @fioox =] || |0 4 1 ofir oMo
Preview

N —

Company Mame Happy Daze Pharmacy
Report Title Agent Audit Report

Report Period 10 Mar 2004 08:00 to 10 Mar 2004 17:59
Report Created 20 Mar 2004 14:50

Data Timestamp 12 Mar 2004 15:57

Shillsets 1
Agent ID Agent Name
1 Alison
Time and Date Acthaty Acthty Duration
10 Mar 2004 08:50:51 Available fime 00:00:01
10 Mar 2004 08:50:53 Not Ready 00:07:41
10 Mar 2004 0B:58:34 Available time 00:00:01
10 Mar 2004 08:58:37 Incoming Call 00:00:51
10 Mar 2004 08:59:28 Break Time 00:00:15
10 Mar 2004 08:59:43 Available time 00.00:52
10 Mar 2004 09:00:38 Break Time 00:00:15
10 Mar 2004 D2:00:38 Incoming Call 00:00:01
10 Mar 2004 09:00:53 Available fime 00:00:20
10 Mar 2004 09:01:17 Incaming Call 00:05.08
10 Mar 2004 09:06:25 Break Time 00:00:15
10 Mar 2004 DI06:40 Available time 00:00:01
10 Mar 2004 05:06:41 Not Ready 00:01:05
10 Mar 2004 09:07:46 Available time 00:00:01
10 Mar 2004 09:07-50 Incoming Call 00:03:42
10 Mar 2004 09:11:32 Break Time 00:00:15
10 Mar 2004 09:11:47 Available time 00:00:48
10 Mar 2004 09:12:38 Incaming Call 00:03:45
10 Mar INNA NG1R-T3 Frask Tima L LTS

Figure 136 Agent Audit Report
Agent ID
Indicates the Call Center Log In Id of the Agent.

Agent Name
Indicates the Call Center name for the Agent.

Time and Date

Indicates the start time and date of an Activity.

Activity

Describes the Activity the Agent undertook at the specified time and date.

Activity Duration

The length of time the Agent undertook the specified Activity for.
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Activity Code Report by Skillset

Clicking on the Activity Code Report by Skillset button presents you with the Activity Code
Report by Skillset Skillset Selection page, shown below.

2} Nortel Metworks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld |:J@E
:rz

 File Edt View Favorites Tools  Help

@Back A > | \ﬂ @ ;;\J J..-:Search ‘-;:.':.I;’Favorites @T .' _?_ % _' -\'?') ‘E‘

i Address :é‘] http:fidevpigfrocireport_pagesireportll, asprname=activity+Code+Report+By-+3killset V| Go

NQRTEL

NETWORKS'

et e

Activity Code Report By
" Skillset

Please select a period then a Skillset to report on.

Print Schedules

Real Time - ir 1 ; i on ol
From date |30 VI!NDV v ({2005 |  Fromtime |00 | 00 +|
Todate |30 | Mow (2005 v| Tetime |23 v| 59 v
Agent Alarms — ) P —
4 . 3
Select your paper size: | [Faper Size] |
Wallboard Setup  « You have no favorites saved
Skillsets
Time Bins Setup -
Reports -
[ Selectal ][ Create Favorte |
-E ‘;J Local inkranet

Figure 137 Activity Code Report By Skillset Skillset page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.
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The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 %2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Activity Code Report by Skillset Skillsets page allows you to select which Skillsets you
wish to have included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button presents you with the Activity Code Selection page, shown below.
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3 http://localhost/rcc/report_pages/get_activity_codes_by_agent.asp?skillsets=1-3-fisF rom=2004/03/ - Microsoft Internet Explorer = |[E E
File Edit WView Favorites Tools Help |'\.'
Q- O (6] [ G Lo Frrmone @rese @3- 5 B -3

4] hitp:/focalhost/reefreport_pages/get_activity_codes_by_agent.asp?shilisets=1-3-GsFrom=2004/03/10%2008:00:008sTo=2004/03/10%2017:53:00 v .Go ks
Google - v| fosearchwed + FB B 102blocked e Options

NERTEL
NETWORKS

Man o clogodt  ches

Select Activity Codes
Print Schedules « Please select Activity Codes to report on
Real Time Skillsets
|Account Qry ¥
Agent Alarms Catalog Rgst
Credit Appl
Credit Chk
‘Wallboard Setup -« Credit Stop
Engineer
. Engineer Fit
Ti Bins Se
it s HELD CALL ABND
New Order
Rekoits s NO PEG v
|_SelectAll || ShowReport | [ Cancel |

£] Done & Local intranet

Figure 138 Select Activity Code page
This page allows you to specify which Activity Codes you wish to have included in the report.

You can click on a single Activity Code to highlight and select a single Activity Code, you can
click the Select All button to highlight and select all Activity Codes, and you can hold down the
Control (CTRL) key, and click on individual Activity Codes to highlight and select a selection of
Activity Codes on which to report.

Note that if you have no Activities created in the Call Center or if no Agents have ever entered
an Activity Code, you will be presented with Select Activity Codes page, with a message
informing you that you have no Activity Codes to choose from. This is shown below.
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;r.\ltru:-' localhost /rcc tprfnrl_paqnﬁ_'qat__arlwnt\r__lTl.H‘lP(_h\f_aumhaill"skilk!li=3-9—thl1=2003.-’12!—F&mﬂ‘ Internet Explorer =10 x|
|Flo EdR Vew Favortes Toos Heb ) - - | &
Qe - () - x] [B] (| sewch cravortes @hwede )| 0- W - B
Addres | ] bt focshostrclreport_pagesiget_acivy.codes.by_sgen.asp?sklsets=3-5-trom=2003/12/08%2000:00:0085To~2003/12/08%2023/59:00 E: > LS5
Google -| ~]| G seachweb - | 3 | Bh7Bbocked il ctori [ | Pdoptons £ |
=
NEJRTEL
METWORKS
: Select Activity Codes
Print Schedules Please select Activity Codes to report on
Real Tihe No activity codes were entered for the period requested
Agent Alarms
‘Wallboard Setup
Time Bins Setup
Reports
=
€] Done [ [N Local intranet 7

Figure 139 Select Activity Codes page — No Activity Codes

Clicking on the Show Report button (which is visible on the Activity Code Selection page when
there are some Activity Codes available to select) presents you with the Activity Code Report by
Skillsets report, shown below.
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Crystal Reports ActiveX Viewer - Microsolt Internet Explorer

&fiox 3 (| A 12 L |

N R p

Company Name Happy Daze Pharmacy
Report Title Activity Code Report By Skillset

Report Period 10 Mar 2004 08:00 to 10 Mar 2004 1759
Report Created 20 Mar 2004 14:563

|
Preview

Data Timestamp 12 Mar 2004 15:57

Skillsets 1,3

Activity Code Skillset Acthity Time Number of Pegs Average Time

4 Account Qry 01:08:28 38 00-01-48

1 Development 01:08:28 38 00:01:48

10 Catalog Ryst 01:13:26 L] 00:01:20

1 Development 01:13:26 55 00:01:20

7 Credit Appl 00:40:39 28 00:01:27

1 Development 00:40:39 8 00:01:27

8 Credit Chk. 00:27:24 L} 00:03:03

1 Development 00:27:24 9 00:03.03

9 Credit Stop 00:26:59 13 00:02.05

S 1 Development 00:26:58 13 00:02:05

13 Engineer 00:07:29 L 00:01:15

1 Development 00:07:29 -] 00:01:15

14 Engineer Fit 01:29.01 33 00:02:42

: : 1 Development 01:20:01 3 00:02:42

Figure 140 Activity Code Report by Skillset
This report show by Skillset, which Agents entered Activity Codes.

A total is provided for each Activity Code giving a total time for which the Activities were
entered, the number of individual pegs and the average time devoted to that activity.

Activity Code

Indicates which Activity Code was entered.

Skillset

Indicates which Skillset the call was associated with when the Activity Code was entered.
Activity Time

Total duration of all of the instances when that Activity Code was entered.

Number of Pegs

Indicates the number of times that Activity Code was entered.

Average Time

Average time devoted to that Activity.
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Activity Code Report by Agent

Clicking on the Activity Code Report by Agent button presents you with the Activity Code
Report by Agent Skillset Selection page, shown below.

2} Nortel Metworks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld |:J@E
 File Edt View Favorites Tools  Help :,’-

@Back A > | \ﬂ @ ;;\J j'-.: Search ‘*;:.':.I;’Favorites et I'v _1,_._ % _' -\'?') f‘

| Address Eéj http:fidevpigfrocireport_pagesireportlZ, asprname=activity+Code+Report+By-+agent V| Go

NQRTEL

NETWORKS'

gt e

Activity Code Report By Agent

Flease select a period then a Skillset to report on.
Print Schedules

From date |30 VHNDV V|EEDDE VE From time |00 | 00 v

Real Time - Todate |30 %| Nowv +| (2005 %| Totime |23 v| 53 |
Select your paper size:i [Paper Size] v
RORNL Al e You have no favorites saved

Wallboard Setup - Skillsets
Time Bins Setup -

Reports «

[ Selectal ][ Create Favorte |
'-E Cone ‘-J Local inkranet

Figure 141 Activity Code Report By Agent Skillset page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.
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The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 %2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Activity Code Report by Agent Skillsets Selection page allows you to select which Skillsets
you wish to have included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button presents you with the Activity Code Selection page, shown below.
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3 http://localhost/rcc/report_pages/get_activity_codes_by_agent.asp?skillsets=1-3-&sF rom=2004/03/ - Microsoft Internet Explorer I
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L1 ; 2 » —_
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Google - v| fosearchwed + FB B 102blocked e Options
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Man o clogodt  ches

Select Activity Codes
Print Schedules Please select Activity Codes to report on
Real Time Skillsets
|Account Qry -
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Figure 142 Select Activity Code page
This page allows you to specify which Activity Codes you wish to have included in the report.

You can click on a single Activity Code to highlight and select a single Activity Code, you can
click the Select All button to highlight and select all Activity Codes, and you can hold down the
Control (CTRL) key, and click on individual Activity Codes to highlight and select a selection of
Activity Codes on which to report.

Note that if you have no Activities created in the Call Center or if no Agents have ever entered
an Activity Code, you will be presented with Select Activity Codes page, with a message
informing you that you have no Activity Codes to choose from. This is shown below.
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R http: locathast, roc report_pages/get_activity_codes_by_agent.asp?skillsets=3-9-&sFrom=2003/12/ - Microsoft Internet Explorer =10] x|
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Qe - () - (x] [F] (D] s cravontes @tiede £| (- _ W - B
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Google -| ~]| G seachweb - | 3 | Bh7Bbocked il ctori [ | Pdoptons £
=
NEJRTEL
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: Select Activity Codes
Print Schedules - Please select Activity Codes to report on
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=

Figure 143 Select Activity Codes page — No Activity Codes

Clicking on the Show Report button (which is visible on the Activity Code Selection page when
there are some Activity Codes available to select) presents you with the Activity Code Report by
Agent report, shown below.
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Crystal Reports ActiveX Viewer - Microsolt Internet Explorer

ﬁm“" o e PH oM |

N R p

Company Name Happy Daze Pharmacy

Report Title Activity Code Report By Agents

Report Period 10 Mar 2004 08:00 to 10 Mar 2004 1759
Report Created 20 Mar 2004 14:55

|
Preview

Data Timestamp 12 Mar 2004 15:57

Skillsets 1,3
Activity Code Agent Activity Time Number of Pegs Average Time
4 Account Qry 01:08:28 38 00:01:48
1 Alison 00:0218 7
4 Delia 00:10:23 T
5 Erica 00:02:12 2
6 Faith 00:02:40 2
8 Greta 00:19:22 T
9 Gloria 00:00:35 2
10 Hilary 00:00:36 2
13 Kathy 000745 3
14 Liza 00:05:49 3
16 Nora 00:10:29 4
17 Olga 00:01:20 2
19 Rita 00:04:59 2
10 Catalog Rast 01:13:26 55 00:01:20
1 Alison 00:18:13 B
5 Erica 00:02:39 3
6 Faith 00:08:03 s
- TR -3 &

Figure 144 Agent Activity Code Report by Agent
This report show by Agent, which Activity Codes were entered.

A total is provided for each Activity Code per Agent giving a total time for which the Activities
were entered, the number of individual pegs and the average time devoted to that activity.

Activity Code

Indicates which Activity Code was entered.

Agent

Indicates the Agent Name and ID who entered the Activity Codes.
Activity Time

Total duration of all of the instances when that Activity Code was entered.

Number of Pegs

Indicates the number of times that Activity Code was entered.

Average Time

Average time devoted to that Activity.
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Activity Code Report by # of Pegs

Clicking on the Activity Code Report by # of Pegs button presents you with the Activity Code
Report by # Pegs Skillset Selection page, shown below.

2} Nortel Metworks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld |:J@E
 File Edt View Favorites Tools  Help :,’-

@Back A > | \ﬂ @ ;;\J J..-:Search ‘-;:.':.I;’Favorites @T .' _?_ % _' -\'?') ‘E‘

i Address :é‘] http:fidevpigfrocireport_pagesireportl3, asprname=activity+Code+Report+By+%23+of +Pegs V| Go

NQRTEL

NETWORKS'

et e

Activity Code Report By # of
Pegs

Print Schedules
Please select a period then a Skillset to report on.

Real Time - ir 1 ; i on ol
From date |30 VI!NDV v ({2005 |  Fromtime |00 | 00 +|
Todate |30 |v| Mow (2005 v| Tetime |23 v| 59 v
Agent Alarms = ) " e
i Mearcrenor @R
Select your paper size: | [Faper Size] |
Wallboard Setup  « You have no favorites saved
Skillsets
Time Bins Setup -
Reports -
[ Selectal ][ Create Favorte |
-E Cone ‘;J Local inkranet

Figure 145 Activity Code Report By # of Pegs Skillset page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.
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The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 %2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Activity Code Report by # of Pegs Skillset page allows you to select which Skillsets you
wish to have included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button presents you with the Activity Code Selection page, shown below.
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2} http://goatfish/roc/ report_pages/get_activity_codes_by_skillset.asp?skillsets=1-2-&sFrom=2003/1 - Microsolt Internet Explore: .qlmﬂ
File Edt View Favorites Tools Help | i
Qe - ) - |x] (2] :,/Seum-,_rmem.a{ﬂ_ - . M - 3
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€] Done [ %] Local rtranet 7

Figure 146 Select Activity Code page

This page allows you to specify which Activity Codes you wish to have included in the report.

You can click on a single Activity Code to highlight and select a single Activity Code, you can
click the Select All button to highlight and select all Activity Codes, and you can hold down the
Control (CTRL) key, and click on individual Activity Codes to highlight and select a selection of
Activity Codes on which to report.

Note that if you have no Activities created in the Call Center or if no Agents have ever entered
an Activity Code, you will be presented with Select Activity Code page, with a message
informing you that you have no Activity Codes to choose from. This is shown below.
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Figure 147 Select Activity Codes page — No Activity Codes

Clicking on the Show Report button (which is visible on the Activity Code Selection page when
there are some Activity Codes available to select) presents you with the Activity Code Report by
# of Pegs report, shown below.
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T} Crystal Reports Acti wer - Micro ternet Explorer

]x&ﬁm“ 7 nn
Preview

NI T

Company Name Happy Daze Pharmacy
Report Title Activity Code Report By # Of Pegs

b ¥ om |J

Report Period 01 Mar 2004 08:00 to 21 Mar 2004 17:59
Report Created 21 Mar 2004 20:54

Diata Timestamp 19 Mar 2004 10:56

Skillsets 1,3
Agent Activity Activity Time Number of Pegs Average Time
1 Agent1 Total 00:21:56 62 00:00:21
Selling 00:00:50 ] 00:00:06
Support 00:00:48 10 .
Fishing 00:00:29 ] 00.00:05
00:00:14 5 00:00:03
HELD CALL ABND 0o0-00o:10 2 00:00:05
2 Agent2 Total 00:04:31 13 00:00:21
Selling 00:01:08 3 00:00:22
HELD CALL ABND 00:00:29 1 00:00:29
3 Agent3 Total 00:01:27 [} 00:00:14
Selling 00.00:02 1 00:00:02
Fishing 00:00:17 1 000017
4 Agentd Total 00:03:22 2 000141
- Selling 00:01:41 1 000141
NO PEG 00:01:41 1 00:01:.41

Figure 148 Agent Activity Code Report by Number of Pegs
This report shows, by Agent, which Activity Codes were entered.

A total is provided for each Activity Code per Agent giving a total time for which the Activities
were entered, the number of individual pegs and the average time devoted to that activity.

Agent

Indicates the Agent Name and ID who entered the Activity Codes.
Activity

Indicates which Activity Code was entered.

Activity Time

Total duration of all of the instances when that Activity Code was entered.

Number of Pegs

Indicates the number of times that Activity Code was entered.

Average Time

Average time devoted to that Activity.
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Summary Report

Clicking on the Summary Report button presents you with the Summary Report Skillsets page,
shown below.

2} Nortel Metworks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld |:J@E
 File Edt View Favorites Tools  Help :,’-

@Back A > | \ﬂ @ ;;\J j'-.: Search ‘*;:.':.I;’Favorites et I'v _1,_._ % _' -\'?') f‘
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Print Schedules
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Real Time - Todate |30 %| Nowv +| (2005 %| Totime |23 v| 53 |
Select your paper size:i [Paper Size] v
RORNL Al e You have no favorites saved
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Reports «

[ Selectal ][ Create Favorte |
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Figure 149 Summary Report Skillset page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.
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The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 %2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Summary Report Skillsets page allows you to select which Skillsets you wish to have
included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report. This is shown below.
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J Crystal Reports ActiveX Viewer - Microsolt Internet Explorer

]x&ﬁhm v||]|1 4 1 o1+ PH oM |
Preview

Company Name Happy Daze Pharmacy

Report Title Summary Report

Report Period 10 Mar 2004 08:00 to 10 Mar 2004 17:59

Report Created 20 Mar 2004 15:06

Data Timestamp 12 Mar 2004 15:57

Shillsets 1,3

Summary Category Total for Period

Number of Presented Calls 1615

No. of Answered Call Transactions 1673

Number of Outgoing Calls 140

Number of Abandoned Calls 138

Number of Unstaffed Calls 2

Summary Category Fverage for Period

Average Time to Answer 00:01:58

fverage Time to Abandon 00:00:21

Average Grade of Service % a8

Fverage Outgoing Duration 00:01:26

Calis
Presented Calls Answered Handled in
{Direct and Call Abandoned another Outgoing  Unstaffed
Hour Indirect) Transactions Calls Skillset Calls Calls GOS %

8 8l 70 1" 1] 0 o B6
] 190 184 9 0 2 0 95
10 66 45 16 ] 2 2 T4
11 183 180 16 1] 10 1] a2
12 263 199 80 0 28 ] m
13 216 296 24 1] 19 0 92
14 136 252 2 o 6 0 92
15 M1 IR1 17 n 75 n aR

Figure 150 Summary Report
The following statistics are displayed.

Number of Presented Calls

This is the total number of calls that were presented to the Skillets included in this report. These
calls might or might not have been answered. This is the total potential calls that could have
been answered.

No. of Answered Call Transactions

This is the total number of call transactions that were answered. If a call is answered by an
Agent and transferred to another Agent, each Agent handles a separate Call Transaction.

Number of Outgoing Calls
This is the number of Outgoing Calls placed by the Agents in the Skillsets included in the report.

Number of Abandoned Calls

This is the total number of calls that were presented to the Skillsets but the caller disconnected
before they were answered.

Number of Unstaffed Calls
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This is the number of calls that were presented to the Skillsets included in this report during
periods when there were no Agents logged into take the calls.

Average Time To Answer

This is the average time the Answered Calls had to wait before they were answered.

Average Time To Abandon

This is the average time the Abandoned Calls waited for, before they disconnected.

Average Outgoing Duration

This is the average length of the Outgoing Calls made by the Agents in the Skillsets included in
this report.

Average Grade of Service %

This is the average Grade of Service offered to the incoming callers for the Skillsets included in
the report, for the duration of the period of the report.

Summary Report Table

The following statistics are presented on an hourly or daily basis according to the timescale of
the Report period. As the example Report shown has a period of a single day the Time category
is divided into Hours.

Time

The table is divided into Time Slots, which are either Days or Hours according to the period of
the Report. Our example report here covers a single day and so the time slots are Hours.

Presented Calls (Direct and Indirect)

The total number of calls presented in this time slot. Direct Calls are those that are presented
directly to the Skillset. Indirect Calls have been handled by the Call Routing of another Skillset
and have either, for example, Overflowed or been manually transferred to this Skillset.

Answered Call Transactions

The number of call transactions that were answered in this time slot.

Abandoned Calls

The number of calls which abandoned during this time slot.

Calls Handled in Another Skillset

The number of calls that were targeted at this Skillset but which were answered in another
Skillset due to an Overflow, Move to Queue or other Call Routing option.

Outgoing Calls

The number of Outgoing Calls that were placed by the Agents in this Skillset during this time
slot.
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Unstaffed Calls

The number of calls that arrived in this Skillset, in this time slot, when there were no Agents
logged into it.

Grade of Service %

The Grade of Service offered to incoming callers during this time slot.

Summary Report Graphs

The Summary Report also provides a selection of Summary Graphs, each of which shows a
profile of a single statistic across the time slots of the Report, covering the time period of the
Report. These are shown below.

T} Crystal Reports ActiveX Viewer - Microsoft Internet Explorer
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Figure 151 Summary Report Graphs

Presented Calls

This graph provides a profile of the number of calls that were presented in each time slot of the
time period of the Report.

Answered Calls
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This graph provides a profile of the number of calls that were answered in each time slot of the
time period of the Report.

Abandoned Calls

This graph provides a profile of the number of calls that abandoned in each time slot of the time
period of the Report.

Outgoing Calls

This graph provides a profile of the number of Outgoing Calls that were placed by the Agents in
the Skillsets included in the Report, in each time slot of the time period of the Report.

Calls Handled In Another Skillset

This graph provides a profile of the number of calls that were targeted at the Skillsets included in
this Report but which were answered in another Skillset because of some Call Routing action, in
each time slot of the time period of the Report.

Grade of Service

This graph provides a profile of the grade of service offered to the incoming callers during each
time slot of the time period of the Report.

Call Profile Report

Clicking on the Call Profile Report button presents you with the Call Profile Report Skillsets
page, shown below.
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-3 Nortel Networks Reporting for Call Center. - Microsoft Internet Explorer. provided by BTopenworld
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Figure 152 Call Profile Report Skillset Selection page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.
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Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 %2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Call Profile Report Skillsets page allows you to select which Skillsets you wish to have
included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report. This is shown below. This report provides
a breakdown of the period of the report into Time slots. The time slots will be in hours or in
days, according to the length of the report period.

It is by comparing the values from the various time slots that the profile of the period can be
observed. A graph is provided in this report to better understand the profile of the period.

Call Profile Report Table
The following statistics are provided in the Call Profile Report.
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Figure 153 Call Profile Report

Presented Call Center

Indicates the number of calls that were presented to the Skillset in each time slot. There is a
breakdown showing the number of calls that were regular voice calls and those which were
conducted through the use of Nortel Networks Multimedia Call Center (Multimedia calls).

Number Answered

Indicates the number of calls that were Answered in each time slot, with a break down showing
the number of calls that were regular Voice calls and those which were conducted through the
use of Nortel Networks Multimedia Call Center (Multimedia calls).

Number Abandoned

Indicates the number of calls that were Abandoned in each time slot, with a break down showing
the number of calls that were regular voice calls and those which were conducted through the use
of Nortel Networks Multimedia Call Center (Multimedia calls).

Answered by Agents
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Indicates the number of calls that were Answered by Agents in each time slot, with a break down
showing the number of calls that were regular voice calls and those which were conducted
through the use of Nortel Networks Multimedia Call Center (Multimedia calls).

Answered by Voice Mail

Indicates the number of calls that were Answered by Voice Mail in each time slot, with a break
down showing the number of calls that were regular Voice calls and those which were conducted
through the use of Nortel Networks Multimedia Call Center (Multimedia calls).

Answered by Operator

Indicates the number of calls that were Answered by the Operator in each time slot, with a break
down showing the number of calls that were regular voice calls and those which were conducted
through the use of Nortel Networks Multimedia Call Center (Multimedia calls).

Answered by Overflow Agent

Indicates the number of calls that were Answered by Overflow Agents, in each time slot.
Overflow Agents are Agents logged into another Skillset, who are considered to be temporarily
logged in to the Skillset which the overflow call was targeted at. A break down shows the
number of calls that were regular voice calls and those which were conducted through the use of
Nortel Networks Multimedia Call Center (Multimedia calls).

Answered by Non-Agent

Indicates the number of calls that were Answered by Non-Agents in each time slot, with a break
down showing the number of calls that were regular voice calls and those which were conducted
through the use of Nortel Networks Multimedia Call Center (Multimedia calls).

Calls Handled in Another Skillset

Indicates the number of calls that were Answered by the Agents in other Skillsets, in each time
slot, with a break down showing the number of calls that were regular voice calls and those
which were conducted through the use of Nortel Networks Multimedia Call Center (Multimedia
calls). (Calls can be answered in another Skillset because of a routing step such as Move to
Queue.)

Grade of Service

Indicates the Grade of Service offered to incoming callers during each time slot, with a break
down showing the number of calls that were regular voice calls and those which were conducted
through the use of Nortel Networks Multimedia Call Center (Multimedia calls).

Call Profile Report Graph
A graph is included on the last page of the Call Profile Report, this is shown below.
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Figure 154 Call Profile Report Graph

The graph indicates the number of Call Center calls that were Presented, Answered and
Abandoned for each time slot across the period of the report.

Incoming Call Report

Clicking on the Incoming Call Report button presents you with the Incoming Call Report

Skillsets page, shown below.
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Figure 155 Incoming Call Report Skillset Selection page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.
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Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 2 x 11 in.: the report can be viewed and printed onto letter sized paper.

* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Incoming Call Report Skillsets page allows you to select which Skillsets you wish to have

included within the report.

» For a discussion of using Skillset Selection lists see page 72.

* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report. This is shown below.

A Crystal Reports ActiveX Viewer - Microsoft Internet Explorer

|x@@fox = (|4« 12

NERTEL

Compary Name
Repaort Title
Repont Period
Report Created
Data Timestamp
Shillsets

Total
Voice
Multimedia

Voice
Muttimedia

3 Training
Voice

1615
1,616

o
1 Development 1,615
1,616

0

0

0

Multimedia 0

NETWORKS

Happy Daze Pharmacy
Incoming Call Report

10 Mar 2004 08:00 to 10 Mar 2004 17:59

20 Mar 2004 15.08
12 Mar 2004 1557

1.3

i

sEocoe Ec8 SoBo

Overflow  Non

Agnt Agnt
o 148
0 148
o o
o 148
0 148
] ]
o o
0 0
o o

238
238

238
238

Boo

Ece Boe Boo

<p

1,616
1,615

1,615
1,616

Doo

coco coce oo

>s

eca EBog Bo8

Figure 156 Incoming Call Report
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Incoming Call Report Table

The following statistics are presented in the Incoming Call Report Table.

Direct

Indicates the number of Direct Calls that have been answered in the Skillset. Direct Calls are
those calls that have not been handled by the Call Routing of another Skillset, nor by the Agents
of another Skillset. They have come via the Call Routing ‘direct’ to the Skillset in question.
Separate figures are presented for voice calls and Multimedia Calls (calls conducted through the
use of Nortel Networks Call Multimedia Center.)

Indirect

Indicates the number of Indirect Calls that have been answered in the Skillset. Indirect Calls
have been handled by the Call Routing of another Skillset or by the Agent so f another Skillset
before they arrived in this Skillset. Separate figures are presented for voice calls and Multimedia
Calls (calls conducted through the use of Nortel Networks Call Multimedia Center.)

Agent

Indicates the number of calls that have been answered by the Agents in this Skillset. Separate
figures are presented for voice calls and Multimedia Calls (calls conducted through the use of
Nortel Networks Call Multimedia Center.)

VM

Indicates the number of calls that have been answered by the Voice Mail in this Skillset.
Separate figures are presented for voice calls and Multimedia Calls (calls conducted through the
use of Nortel Networks Call Multimedia Center.)

Oper

Indicates the number of calls that were presented to this Skillset but which were eventually
answered by the Operator. Separate figures are presented for voice calls and Multimedia Calls
(calls conducted through the use of Nortel Networks Call Multimedia Center.)

Overflow Agent

Indicates the number of calls that were presented to this Skillset and which were answered by
Overflow Agents. Overflow Agents are Agents in another Skillset, who are automatically
temporarily considered to be in the Skillset that the call was originally targeted at. Separate
figures are presented for voice calls and Multimedia Calls (calls conducted through the use of
Nortel Networks Call Multimedia Center.)

Non-Agent

Indicates the number of calls that were presented to this Skillset but which were eventually
answered by a Non-Agent. Separate figures are presented for voice calls and Multimedia Calls
(calls conducted through the use of Nortel Networks Call Multimedia Center.)

Calls Abandoned
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Indicates the number of calls that were presented to this Skillset but which were never answered
because the incoming caller cleared down the call before it could be answered. Separate figures
are presented for voice calls and Multimedia Calls (calls conducted through the use of Nortel
Networks Call Multimedia Center.)

Left Skillset via Overflow Table

Indicates the number of calls that left the Skillset due to the Call Routing programmed in the
Overflow Table. (These calls have left this Skillset, they are not the same as the calls answered
by Overflow Agents in this Skillset.) Separate figures are presented for voice calls and
Multimedia Calls (calls conducted through the use of Nortel Networks Call Multimedia Center.)

Left Skillset via Routing Table

Indicates the number of calls that left the Skillset due to the Call Routing programmed in the
Routing Table. Separate figures are presented for voice calls and Multimedia Calls (calls
conducted through the use of Nortel Networks Call Multimedia Center.)

Unstaffed Calls

Indicates the number of calls that were presented to the Skillset in the periods when there no
Agent logged in. Separate figures are presented for voice calls and Multimedia Calls (calls
conducted through the use of Nortel Networks Call Multimedia Center.)

<P

Indicates the number of calls that were answered before the Primary Alert Threshold. (Mutually
exclusive to >P and >S.) Separate figures are presented for voice calls and Multimedia Calls
(calls conducted through the use of Nortel Networks Call Multimedia Center.)

>P

Indicates the number of calls that were answered after the Primary Alert Threshold but before the
Secondary Alert Threshold. (Mutually exclusive to <P and >S.) Separate figures are presented
for voice calls and Multimedia Calls (calls conducted through the use of Nortel Networks Call
Multimedia Center.)

>8

Indicates the number of calls that were answered after the Secondary Alert Threshold. (Mutually
exclusive to <P and >P.) Separate figures are presented for voice calls and Multimedia Calls
(calls conducted through the use of Nortel Networks Call Multimedia Center.)

GOS

Indicates the grade of service that was offered to the incoming callers for the period of the report.
Separate figures are presented for voice calls and Multimedia Calls (calls conducted through the
use of Nortel Networks Call Multimedia Center.)

Incoming Call Report Graph

On the last page of the report, the following graph is displayed.
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7 Crystal Reports ActiveX Viewer - Microsoft Internet Explorer

“x&ghmﬁ v|“|4¢ 2 of2 oM oE || |
|Phwi|w|

Incamang Call Report

W Total Presented

B Answered Calls

B Abandoned Calls
Unstatted Calls
*S

Calls

Figure 157 Incoming Call Report Graph

Total Presented

Indicates the total number of calls (both voice and Multimedia Calls) that were presented to the
Skillset.

Answered Call

Indicates the total number of calls (both voice and Multimedia Calls) that were answered in the
Skillset.

Abandoned Calls

Indicates the total number of calls (both voice and Multimedia Calls) that were abandoned in the
Skillset.

Unstaffed Calls

Indicates the total number of calls (both voice and Multimedia Calls) that were presented to the
Skillset during those periods when there were no Agents logged in.

>8
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Indicates the total number of calls (both voice and Multimedia Calls) that were answered after
the Secondary Alert Threshold.

Unanswered Help Request Report

Clicking on the Unanswered Help Request Report button presents you with the Unanswered
Help Request Report Period Selection page, shown below.

This page allows you to specify the paper size to view and print the reports on, and the time
period you wish the report to cover. The time period is specified by providing a From Date and
From Time and a To Date and a To Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 /2x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.
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<} Nortel Networks Reporting for. Call Center. - Microsoft Internet Explorer provided by BTopenworld
File Edit ‘iew Favorites Tools  Help ,"

@Back i > | |ﬂ @ _;j /_l Search \51/ Favorites ﬁ! [*v _,:,'. £ \?) ‘:f‘

¢ Address !@ http: ffdevpigfrcefreport_pagesireport18, asp?name=Unanswered+Help+Request+Repart V| -) G0

NEQRTEL

NETWORKS

Unanswered Help Request

I
Report
Print Schedules -
I
From date |20 v || Oct | 2005 "l From time |00 ~ |/ 00 v
Real Time - Todate |20 v| Oct +|[2006 «| Totime |23 v |53 v
Select your paper size:l [Paper Size] "l
Agent Alarms
Wallboard Setup -
Time Bins Setup -
Reports «
.'a Dane ‘:ﬂ Local inkranet

Figure 158 Unanswered Help Request Report Selection page

Clicking on the Show Report button presents you with the report. This is shown below.
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T} Crystal Reports ActiveX Viewer - Microsoft Internet Explorer
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Freview

NERTEL

NETWORKS

Company Mame Happy Daze Pharmacy

Report Title Unanswered Help Request Report

Report Period 01 Mar 2004 08:00 to 21 Mar 2004 17:59

Report Created 21 Mar 2004 22:08

Data Timestamp 19 Mar 2004 10:56

Agent ID Agent Name Time Date cLD

1 Agent! 1246 1210312004 nr
1 Agentt 1532 15/03/2004 17
1 Agent! 1254 1410372004 nt
1 Agentt 15:44 15/0312004 27
1 Agentt 1445 14/032004 aunr
1 Agentt 14:30 1510372004 17

Figure 159 Unanswered Help Request Report

Agent ID
Indicates the Agent Log In ID (as specified in Call Center).

Agent Name

Indicates the Agent Name (as specified within Call Center).
Time

Indicates the time the help request was made

Date

Indicates the date when the help request was made.

CLID
Calling Line ID of the call the Agent was handling at the time of the help request.
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Agent Average Report by Agent

Clicking on the Agent Average Report by Agent button presents you with the Agent Average
Report by Agent Skillsets page, shown below.

3 Nortel Networks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld Ejﬁ|®
."‘,

: File Edit  View Favorites  Tools  Help

@Back r &l \ﬂ @ _;\J j._‘Search ‘-‘;;':I:':T.;’Favorites ﬁ! :__.'j:v _:; - _J -\'?'31 i“

T—
i Address :éj http:jidevpigfrocireport_pages/reportl9, aspzname=Agent-+average+Report+By+agent e Go

NERTEL

NETWORKS

oo

Agent Average Report By Agent

Please select a period and a Skillset to report on. All agents who have
Print Schedules logged inta that Skillset will be reparted on. Infarmation fram all of the
Skillsets that Multi-Skillset Agents logged into will be included.

Real Time -

From time . 0o | |W;

Todate |20 v|Oct v[2005 ¥ Totime |23 v|[59 v

Agent Alarms

Select your paper size:| [Paper Size] |

You have no favorites saved
Wallboard Setup 5

Skillsets
Time Bins Setup -
Reports «
[ Selectal || Create Favorite |
-'El Dane ‘-3 Local intranet

Figure 160 Agent Average Report by Agent Skillset Selection Page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
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on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 %2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Call Average Report Skillsets page allows you to select which Skillsets you wish to have
included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report.
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3 Report Viewer - Microsoft Internet Explorer
Company Name
Report Title Agent Average Report by Agent
Report Perlod 11 Jan 2004 00:00 to 11 Aug 2004 23:59
Report Created 11 Aug 2004 11:22
Data Timestamp 15 Jul 2004 09:30
Skillsets Development, Training
Call Center Call
Ho. of Transactions
Answered Average No. of Break No, of Average
Call Incoming Time Average Break i Outgoing Calls
T o I Time Duration Calis Duration
Alison 178 00:00:28 o 00:00:00 4 00:00:11
SKILL1 140 00:00:32 1] 00:00:00 - -
Voice 140 00:00:32 0 00:00:00 =
Multimedia 0 00:00:00 1] 00:00:00 -
(Overflow) SKILL1 10 00:00:18 0 00:00:00 -
Vaice 10 00:00:18 1] 00:00:00 -
Multimedia 0 00:00:00 0 00:00:00
(Transfer) SKILL1 13 00:00:08 0 00:00:00 -
Voice 13 00:00:08 0 00:00:00 <
Multimedia 0 00:00:00 0 00:00:00 .

Figure 161 Agent Average Report by Agent

For each Skillset, Agent by Agent the average durations of six Call Center statistics are
displayed. For calls that have been transferred to the Agent the word Transferred will appear at
the start of the line for that Agent. Likewise, if the Call Transaction was for an overflowed call
the word Overflow will appear at the start of the line for that Agent.

An Agent can therefore have up to three lines displayed for them, separating out the direct Call
Center Call Transactions from the Transferred and Overflowed transactions.

No. of Answered Call Transactions

Indicates the number of Call Center transactions that this Agent has answered.

Call Center Call Transactions Average Incoming Duration

Indicates the average duration of the Call Center Call Transactions answered by this Agent.

No. of Break Time Instances

Indicates the number of times this Agent received Break Time from the Call Center.
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Average Break Time Duration

Indicates the average duration of the Break Time periods this Agent received.

No. Of Outgoing Calls

Indicates the number of Outgoing Calls this Agent placed. This does not include internal calls,
only calls that were made outside of the premises.

Average Outgoing Calls Duration

Indicates the average duration of the Outgoing Calls that this Agent made.

Agent Activity Report by Skillset

Clicking on the Agent Activity Report by Agent button presents you with the Agent Activity
Report by Agent Skillsets page, shown below.

3 Nortel Networks Reporting for Call Center. - Microsoft Internet Explorer provided by BTopenworld Ejﬁ|®
."‘,

: File Edit  View Favorites  Tools  Help

@Back ~ s \ﬂ \E] '_;\J j'_li Search :'T’ Favorites ﬁ! ;__.'f:v ; - _J -\?)1 f‘

‘ [ 1 3
i Address .*éj http:fidevpigfrccireport_pagesfreportZ0, aspiname=agent-+activity-+Report+Ey+Skillset | Go

NEQRTEL

NETWORKS

e clgut e

Agent Activity Report By Skillset

Please select a period and the Skillsets to report on. All agents who have
logged into that Skillset will be reported on. Information from all of the

PN Acadion Skillsets that Multi-Skillset Agents logged into will be included

Real Time - From date |30 v || Now ViEEDDE Vi From time IDIJ“V_||-D_D_;|

Todate |30 v|Nov v| 2005 v| Totime |23 v 53 v|

Agent Alarims 5
Select your paper size: | [Paper Size]

|
S|

You have no favorites saved
Wallboard Setup -

Skillsets
Time Bins Setup - il
Reports «
[ Selectall | [ Create Faworite |
&] Done % Local intranet
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Figure 162 Agent Activity Report by Skillset, Skillset Selection Page

This page allows you to select the Skillsets you wish to have included in the report, the paper
size to view and print the reports on, and to specify the time period you wish the report to cover.
The time period is specified by providing a From Date and From Time and a To Date and a To
Time.

The From Date specifies the first date you wish to have included in the report. Information from
days before the From Date will not be included in the report. The From Time specifies the time
on the From Date from which you wish to have data included in the report. Information from
times before the From Time on the From Date will not be included in the report.

The To Date specifies the last date you wish to have included in the report. Information from
days after the To Date will not be included in the report. The To Time specifies the time on the
To Date after which data will not be included in the report. Information from times after the To
Time on the To Date will not be included in the report.

Drop down menus allow you to choose dates and time values.

The paper size has to be selected from a drop down list in the Select your paper size ficld before
generating the report. The two options available are:

* Letter, 8 /2 x 11 in.: the report can be viewed and printed onto letter sized paper.
* A4,210x 297 mm: the report can be viewed and printed onto A4 sized paper.

The Call Average Report Skillsets page allows you to select which Skillsets you wish to have
included within the report.

* For a discussion of using Skillset Selection lists see page 72.
* For a discussion on using Favorites, see page 73.

If Skillsets are listed these can be selected, or a Favorite Skillset selected.

Clicking on the Submit button generates the report.
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A Report Viewer - Microsoft Internet Explorer
NETWORKS _
Company Name
Report Title Agent Activity Report by Skillset
Report Period 11 Jan 2004 00:00 to 11 Aug 2004 23:59
Report Created 11 Aug 2004 11:39
Data Timestamp 15 Jul 2004 09:30
Skillsets Development, Training
No. of
Answered No. of
Logged in Call Incoming Call  Break Time
Time Transactions Center Time Instances Break Time
SKILL1 00:00:00 265 01:56:48 0 00:00:00
Alison - 10 00:02:56 0 00:00:00
(Overflow) 4lison = 10 00:09:21 [ 00:00:00
(Transfer) Alison = 168 01:19:24 0 00:00:00
- 72 00:2214 o
Zoe 5 00:02:53 0 00:00:00
SKILL3 00:00:00 3 00:06:22 0 00:00:00
Kirsty - 2 00:03:26 ] 00:00:00
Zoe 1 00:03:06 0 00:00:00
v

Figure 163 Agent Activity Report by Skillset

For each Skillset in the report, Agent by Agent the average durations of five Call Center statistics
are displayed. For calls that have been transferred to the Agent the word Transferred will appear
at the start of the line for that Agent. Likewise, if the Call Transaction was for an overflowed
call the word Overflow will appear at the start of the line for that Agent.

An Agent can therefore have up to three lines displayed for them, separating out the direct Call
Center Call Transactions from the Transferred and Overflowed transactions.

Logged In Time

Indicates the total time that the Agent was logged in to the Call Center. This may be the sum of
several (or many) instances, according to the duration covered by the report.

No. Answered Call Center Transactions

Indicates the number of Call Center transactions that this Agent has answered.

Incoming Call Center Time
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Indicates the total duration of the Call Center Call Transactions answered by this Agent.
No. of Break Time Instances

Indicates the number of BreakTime instances this Agent received from the Call Center.
Break Time

Indicates the total duration of the Break Time periods this Agent received.
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System Configuration Report

Clicking on the Configuration Report button presents you with the Configuration Report submit
page, shown below.

-} Nortel Networks Reporting for. Call Center. - Microsoft Internet Explorer provided by BTopenworld

: File Edit  Miew Favorites  Tools  Help i
: i : N A ™ e ; SR o TH

E @ Back (= | \ﬂ \E] _.j P Search [ Favories ﬁ! - &2 __’J -\?) .‘"i

; r 7 F 7 ]

i Address ;(Ej http: fidevpigfrccireport_pagesfreportZ 1, aspiname=5ystem-+Configuration V| Go

NEQRTEL

NETWORKS'
T

System Configuration

Click Submit to Generate a System Configuration Report or Cancel to

Print Schedules return to the Report Selection screen
Real Time - -
Agent Alarms

Wallboard Setup -

Time Bins Setup -

Reports «

&] Done % Local intranet

Figure 164 System Configuration Submit Page

Clicking on the Submit button generates the report. Clicking on the Cancel button returns you to
the Report Menu page.
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B Report Viewer - Microsoft Internet Explorer

x & &[ioon =] || 4 4 1 of 1+ [ Y

IPmqu

NEORTEL

NETWORKS

Company Name
Repornt Title

Report Created

Schema Version

Call Center Connection

Logging

User Admin

Happy Daze Drug Store
System Configuration Report

08 Dec 2004 15:11

Schema Version
App Server Platform
App Server Version
Call Center Platform
Call Center Version

IP address/Network name

Make historical data requests every
Connection Security

Select an IP Address

Wallboard and Real Time Refresh |

1.1.1697.1

Windows

0.0.1791.15028

CPL
CPL_CC_30.00.67.16_11_18_2004

10.1.1.47:8088
5 Minutes
HTTPS
10.1.1.15

18 4

Status
Log files location

Log Stopped

C:\Program Files\Nortel Networks\Reporting for Call Center\LOGS\

First name
Sumame

RCC Username
Language

Assign Wallboards
Administrator
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RCC Username
Language

Assign Wallboards
Administrator

System Manager

Admin

admin

United Kingdom English
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No

Dave

Test

Test

Morth American English
Yes

No

Figure 165 System Configuration Report

The System Configuration report provides a means to view and print settings that have been

configured for your system together with some other information that might be useful to support

personnel.
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Reports Explained 7

This section describes and provides example reports.

Answered Calls Report

Figure 166: Answered Calls Report shows an example of the Answered Calls report.

A Report Viewer - Microsoft Internet Explorer provided by BTopermworld

|x&@|ﬁsx -|||-<< 1 o2z [ )
Freview

—
|vtg._

Company Name The lcelandic Arena

Report Title Answered Calls Report

Report Period 29 Jun 2005 00:00 to 01 Jul 2005 23:59
Report Created 10 Aug 2005 09:309

Data Timestamp 01 Jul 2005 14:35

Skillsets SHILLY, SKILL3

Figure 166: Answered Calls Report

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

The Answered Calls report shows how long calls wait before they are connected to an Agent.
Voice calls and Multimedia calls are listed separately and totaled for each Skillset, and for the
report total.
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The Answered Calls Report indicates the total number of Skillset answered calls included within
the report.

Call Transactions (see Page 139) do not affect calls-based reports.

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

The breakdown is based on Answer Time Bins values, which are specified in Nortel Networks
Reporting for Call Center (see the Nortel Networks Reporting for Call Center Setup and
Operations Guide).

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

A graphical representation of the number of calls in each of the Time Bins is also included in the
report, as shown in Figure 167: Answered Calls Graph.

2l Report Viewer - Microsoft Internet Explorer provided by BTopenworld

v & &z - 4 4 2 ofz > ) i

Prewview 1

Answered Calls Report

Answered Calls Graph

B Tme Bl i
B Tine Bl 2
B Tme B3
The Bli ¢
The Bl 5
B Tme Bl e
The Bl =

Calls

Time bins

Figure 167: Answered Calls Graph

In this example, Time Bins increments range between 10 seconds and 1 minute. The seventh
Time Bin captures any call that is answered after waiting more than one minute.
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Any Skillset Supervisor can review the figures of an Answered Calls Report to determine how
long the calls answered in Skillsets had to wait before they were answered.

The report example shows large data values in the first and third Time Bins, indicating that
incoming callers are generally answered within 10, 20, or 30 seconds. No callers are required to

wait more than 30 seconds.

This is probably a function of the average length of the calls and the number of callers the Call
Center has.

For the average call length, refer to the Call Average Report (see Page 163).
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Abandoned Call Report

Figure 166: Answered Calls Report shows an example of an Abandoned Call Report.

A Report Viewer - Microsoft Internet Explorer provided by BTopermworld

|x & @& [== -|||-<< 1 o1+ [ )
Preview

—
|vtg._

Company Name The lcelandic Arena

Report Title Abandoned Call Report

Report Period 29 Jun 2005 00:00 to 01 Jul 2005 23:59
Report Created 10 Aug 2005 10:11

Data Timestamg 01 Jul 2005 14:35

Skillsets SHILLY, SKILL3

Figure 168: Abandoned Call Report

For each of the Skillsets included in the report, the total number of abandoned calls is displayed.
Each Abandoned Call within a Time Bin is also displayed. This figure is also represented as a
percentage of the total number of Abandoned Calls.

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

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

The breakdown is based on Abandoned Time Bin values, which are specified in the Nortel
Networks Reporting for Call Center Setup and Operations Guide.
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In this example, Time Bins increments range between 10 seconds and 1 minute. The seventh
Time Bin captures any call that is abandoned after waiting more than 1 minute. See Figure 169:
Abandoned Calls Graph.

A Report Yiewer - Microsoft Internet Explorer provided by BTopenworld

= TR I T 2 ofz boM o= _M

. Preview 1

| .I>_

Ahandoned Call Report

Abandoned Calls Graph
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| The Bl &=

Calls

Time bins

Figure 169: Abandoned Calls Graph

Despite the very small data sample, the graph in Figure 169: Abandoned Calls Graph depicts a
fall in the wait periods after 10 seconds. An increased number of calls is assigned to the seventh
Time Bin.

Callers who want to hold are represented in the seventh Time Bin category; that is, they have
remained on hold and abandoned after 1 minute.

The identity of some of the abandoned callers may be held in the Abandoned Calling Line ID
Report (see Page 227).

The Call Profile Report (see Page 248) indicates Abandoned Calls throughout the day. Use this
to plan your staffing levels.
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Abandoned Calling Line ID Report

An example Calling Line ID Report is shown in Figure 170: Abandoned Calling Line ID Report.

A Report Viewer - Microsof ernet Explorer provided by BTopenworld

|| % & @foox =] || 4 4 1ot oM om ||

NETWORKS ). ¢ e

Company Name The Iculaudic Arena
Report Title Abandoned Calling Line 1D
Report Perlod 29 Jun 2005 00:00 to 01 Jul 2005 23:59
Report Created 10 Aug 2005 10:17
Data Timestamp 01 Jul 2005 14:35
Skillsets SKILL1
Date Time Calling Line Identity Abandoned Time
- 01.Jul 2005 M2 - 0000000 00.06:24 |
01 Jul 2005 11:32 5006 00000

Figure 170: Abandoned Calling Line ID Report

The Abandoned Calling Line ID Report lists various items regarding the Abandoned Calls for
the Skillsets included within the report.

The data and the time at which each call was abandoned is listed, together with the Calling Line
Identity of the call, if known, and the amount of time the caller waited before hanging up.

Calling Line ID is not always known. When Nortel Networks Reporting for Call Center does not
know the Calling Line ID, it displays the channel or line number on which the call arrived.
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This report can be used as the basis for a call-back policy in which abandoned callers are called
as a courtesy follow-up.

This could be done selectively, so that only the callers who held for the longest times before
abandoning were called back (as they were the ones who were most determined to get through
and to make use of your services). The report could also be checked for the Calling Line ID of

Gold or preferred customers (remember that you can search through on-screen reports, see Page
145).

This report can also be used to determine the number of abandoned calls before or after the Call
Center is closed, which can be used as an indicator of whether the Call Center should be staffed
for a longer period, perhaps by a reduced skeleton staff, on a rotational basis. Conversely, early
and late callers could be advised of your hours of operation.

The Call Profile Report (see Page 248) will also indicate where the peaks of the Abandoned
Calls occur throughout the day. The Abandoned Calling Line ID report will also indicate those
callers who abandoned.
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Agent Capacity Report

Figure 171: Agent Capacity Report shows an example of the Agent Capacity Report.

A Report Viewer - Microsoft Internet Explorer provided by BTopermworld
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Figure 171: Agent Capacity Report

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

The Agent Capacity Report shows how often, and for how long, the Call Center was working at
its maximum Agent capacity.

The Agent Capacity Report does not consider instances when there were no Agents signed in; it
only reflects staffed periods.

Note: If the Report includes more than one Skillset, the Grouping values represent the
cumulative amount of time for those periods that all Agents were unavailable, grouped
for all Skillsets, and the number of instances grouped for each Skillset.
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Help Request Report

Figure 172: Help Request Report shows an example of a Help Request report.
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Figure 172: Help Request Report

The Help Request report lists the instances of each help request that a supervisor answered. A
rejected request is displayed on an Unanswered Help Request report.

If the Calling Line ID is not shown, the line number is shown. For internal calls, the DN number
is shown.

The Call Center Supervisory Help feature is intended for use in ‘emergency’ conditions when an
Agent is on a call and urgently requires the help of a Supervisor without alerting the caller that a

supervisor is being called in. It is not intended for routine consultations or when the Agent is not
on a Call Center call.
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However, new Agents to your Call Center will most likely use the Help feature more frequently
during their initial training period. This report can be used to monitor the progress of new
Agents, because over time, they should make fewer Help requests.

It can also be used to determine if a particular customer has complex or troublesome
requirements.

The Calling Line ID (where known) is displayed and associated with each Help Request. This
provides a record of who phoned into the Call Center and the Agent who requested the additional
help.
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Call Average Report

Figure 173: Call Average Report shows an example Call Average report.

A Report Viewer - Microsoft Internet Explorer provided by BTopermworld
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Figure 173: Call Average Report

This report indicates the number and the associated averages for answered and abandoned Call
Center calls, and for answered Call Transactions (that is, transferred calls).

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

As the example report shows only a few calls made into this particular Call Center, we can use
another scenario. If, for example, the Average Time to Abandon was 26 seconds and the Average
Time to Answer was 43 seconds, it would be appropriate to establish wallboard alarms. A
wallboard alarm could be activated once a call had waited 15 seconds, for example, in the
Skillset queue. This alarm would alert the Agent that a Call had been waiting for a period
approaching the ‘danger time’, which in the Call Center scenario was 26 seconds.
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The report can also be used to determine the Average Incoming Call Duration. This can then be
used to determine an appropriate Agent Alarm for Incoming Calls, so that an Agent who has a
call which lasts longer than the average duration is highlighted on the Agent Details Real Time
Screen. The Average Incoming Call Duration can also be compared with the values in the Agent
Average Report (see Page 234).
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Agent Average Report

Figure 174: Agent Average Report shows an Agent Average report.
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Figure 174: Agent Average Report

The report displays the average durations of three Call Center activities for each Agent.

These activities are Call Center Transactions Average Incoming Duration, the Average Outgoing Calls Duration,
and the Average Break Time Duration.

For the Incoming and Outgoing Call Durations, the number of calls is also provided.

The average duration for the number of Call Transactions for each Skillset, but grouped by
Agent, includes incoming Call Center calls, outgoing calls, and breaks.

The Agent Average Report facilitates Agent comparison.

The Agents’ Average Incoming Call Transaction Duration is listed.
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Note: This report covers incoming Call Transactions, not only Direct and Indirect Incoming
Calls (see Page 139).

Usage Example for Average Incoming Call Transaction Duration

If an Agent is exceeding the average on Incoming calls, the following factors may exist:
= Perhaps the Agent requires additional training.

= Perhaps the Agent is adept in dealing with difficult or complex calls and the other
Agents are transferring these calls to this Agent because of the Agent’s expertise.

* Perhaps the Agent is more attentive to the incoming callers.

= Ifan Agent is taking far less than average time to deal with their Incoming Calls,
perhaps they have developed their speed, are simply fast, they are less attentive to the
incoming caller, or perhaps they are transferring their calls to other Agents.

The Average Break Time Duration indicates which Agents are taking full breaks and which
Agents are not.

Usage Example for Average Break Time Duration

If some Agents are, on average, taking 30 seconds and everyone else is taking 15 seconds,
perhaps the Break Time for everyone could be reduced to 20 seconds, and then, after a period of
acclimatisation, reduced to 15 seconds.

If you request this report for Skillset 1, you receive a report listing all the Agents
' who were logged in to Skillset 1, including multi-Skillset Agents. The report will
° include all the activity of those Agents, regardless of the Skillset of the call they
answered.

If the report is limited to the Agent activity for the requested Skillset only, you
need to run the same report for each Skillset that each of the multi-Skillset Agents
was logged into, to receive a complete report of their activity.
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Agent Profile Report

Figure 175: Agent Profile Report shows an example Agent Profile report.
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Figure 175: Agent Profile Report

This report displays the activity profile, actual figures and durations (not averages), of the Agents
logged in to a Skillset for the report period. There is a separate entry for each logged in session
for the Agents.

The report includes all major activities of each Agent over the period included in the report.

If you request this report for Skillset 1, you will receive a report listing all of the

' Agents who were logged into Skillset 1, including multi-Skillset Agents. The

° report will include all of the activity of those Agents, irrespective of the Skillset of
the call they answered.
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If the report is limited to the Agent activity for the requested Skillset only, you
need to run the same report for each Skillset that each of the multi-Skillset Agents
was logged into to receive a complete report of their activity.

Note: This report does not display all activity for an Agent, therefore the Agent activity will
not equal the logged-in time.

Issue 02 (15)
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Agent Activity Report

Figure 176: Agent Activity Report shows an example Agent Activity report.
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Figure 176: Agent Activity Report

The Agent Activity report displays the activity of Agents grouped by Skillset. It is further broken
down based on Agent.

This report shows the durations of the range of activities that Agents have performed for the
report period. (This list differs from the list in the Agent Profile Report, see Page 236.)

If you request this report for Skillset 1, you will receive a report listing all of the
' Agents who were logged into Skillset 1, including multi-Skillset Agents. The

° report will also include all of the activity of those Agents, irrespective of the
Skillset of the call they answered.
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If the report is limited to the Agent activity for the requested Skillset only, you
need to run the same report for each Skillset that each of the multi-Skillset Agents
was logged into to receive a complete report of their activity.

Note: This report does not display all activity for an Agent, therefore the Agent activity will
not equal the logged-in time.

Issue 02 (15)
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Agent Audit Report

Figure 177: Agent Audit Report shows an example Agent Audit report.
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Figure 177: Agent Audit Report

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

The report is generated for the selected Agents who were active in the selected Skillsets for the
duration of the report, and is grouped by Agent.

Note: This report is intended to provide a highly detailed picture of an Agent’s activities,
and is intended to be used to produce detailed, high-resolution reports covering small
numbers of agents over short periods of time.

Reporting for Call Center Setup and Operations Guide Issue 02 (15)



Reports Explained 241

If the report period is long (more than an hour) or there are many agents included in
the report this report could be very long.

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

Note: Certain time frames can overlap. For example, an Agent with a call on hold who is
making an outgoing call will accrue incoming and outgoing durations simultaneously.

Furthermore, an Agent may log out while on an incoming call. They can, therefore,
accrue incoming time beyond their logged in session.

You CANNOT add up the times in this report and expect them to match the
total logged-in time for the Agent.

o ==
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Activity Code Report by Skillset

Figure 178: Activity Code Report By Skillset shows an example Activity Code Report by
Skillset.
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Figure 178: Activity Code Report By Skillset

The Activity Code Report by Skillset displays the usage of grouped Activity Codes (known as
‘pegs’) that are broken down into each Skillset.

This report shows the Activity Code that has been entered on calls for each Skillset included in
the report.

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

Reporting for Call Center Setup and Operations Guide Issue 02 (15)



Reports Explained 243

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

Activity Codes can be used to identify different types of calls. For example, a Help Desk could
have Activity Codes for different products that they support. The data can then be examined to
determine which products generate the most calls, or which product support calls have the
highest average talk time.

Activity Codes can be used to represent Agent activity as a result of a call. For example, Activity
Codes could be established to represent Credit Account Application Letter Sent, or Catalogue
Posted, and so on.
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Activity Code Report by Agent

Figure 179: Activity Code Report by Agent shows an example Activity Code Report by Agent.
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Figure 179: Activity Code Report by Agent

This report displays the usage of Activity Codes or pegs, which are grouped by activity and
broken down into each Agent’s Activity Code pegging.

Agents who have entered each Activity Code are listed, together with the average call duration,
the number of pegs each Agent has entered, and the accumulated time of all the calls that were
associated with each Activity Code, per Agent.

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

Figure 180: Activity Code Report by Number of Pegs shows an example Activity Code Report by Number of Pegs.
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Figure 180: Activity Code Report by Number of Pegs

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

Each Agent’s Activity Codes are listed, in descending order of use, together with the average call
duration time, the number of pegs entered, and the accumulated time of all the calls that were
associated with each Activity Code.

The data can be used to determine which activities or call types each Agent spends the most time
on or has been most frequently involved with.
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Summary Report

Figure 181: Summary Report shows an example Summary Report.
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Figure 181: Summary Report

This report displays a summary of key Call Center statistics over the period of the report, broken
down into one Hour, Day, and Month time slots.

The Summary Report provides a quick, one-report summation of the performance and activity of
the Skillsets it includes.

A figure-based and an average-based table are provided above a profile, which spans the report
period. For each unit, the number of Incoming Calls, Answered Calls, Abandoned Calls, Calls
Handled in another Skillset, Outgoing Calls and Unstaffed Calls are shown, together with the
Grade of Service, expressed as a percentage.
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The Summary Report includes six graphs, shown in Figure 182: Summary Report Graphs Page.
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Figure 182: Summary Report Graphs Page

Each graph is a bar chart profile of the report period. This graph allows data correlations to be
highlighted and then investigated using other, more detailed reports.

If, for example, this report showed a very high number of Outgoing Calls made at the same time
as the highest number of Abandoned Calls, the report would indicate that investigation is
required in this matter.

Presenting the information in this fashion makes such anomalies easy to spot, enabling the
Supervisor to then look further into the matter.
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Call Profile Report

Figure 183: Call Profile Report shows an example Call Profile report.
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Figure 183: Call Profile Report

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

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

This report can be used to determine the fate of calls profiled in a report. A Call Profile report
can indicate the number of calls in various time slots and if calls are Answered by Agents in a
Skillset, for example.
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The Call Profile Report can also be used to help determine staffing levels and call peaks on a
particular day or for a particular period.

A Call Profile report that spans several weeks will identify whether a call peak is a general trend
in an average week, and may indicate a need for higher staff availability on certain days.

Activity Codes can also be used to track the publication that contained the advertisement callers
are responding to.

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

An example of a Call Profile report graph page is shown in Figure 184: Call Profile Report
Graph Page.
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Figure 184: Call Profile Report Graph Page
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Incoming Call Report

Figure 185: Incoming Call Report shows an example Incoming Call report.
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Figure 185: Incoming Call Report

This report provides an overview of the incoming calls into the Call Center, for a selection of
Skillsets

The Incoming Call Report relates to Incoming Direct and Indirect Calls, not Call Transactions
(see Page 139).

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

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

A graphical representation of the calls presented to the Call Center is displayed in an Incoming
Call report graph as shown in Figure 186: Incoming Call Report Graph Page.

E | Repaort Viewer - Microsoft Internet Explorer provided by BTopenworld
* & @& oo -] W4 2 of2 T Y
Preview |
~
Incoming Call Repart
wn
= W Total Presented
(&) B Answered Calls
B Abandoned Calls
W Unstatted Calls
»8
MNote : Faporis do not inchude calls in progress Page 20f2 o
< >

Figure 186: Incoming Call Report Graph Page
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Unanswered Help Request Report

Figure 187: Unanswered Help Request Report shows an example Unanswered Help Request
report.

2 Report Viewer - Microsoft Internet Explorer provided by BTopenworld

x & & [1oox "I 14| 1 of1 P M oe ||

Ptevw]

NRTE
o,

Company Name The Icelandic Arena

Report Title Help Request Unanswered Repont

Report Period 10 Aug 2005 00:00 to 10 Aug 2005 23:59

Report Created 11 Aug 2005 09:09

Data Timestamp 10 Aug 2005 15:04

Agent ID Agent Name Time ~ Date CLID

1 Agent! 1501 10/08/2005 kil
1 Agentt 15.03 10/08/2005 17

Figure 187: Unanswered Help Request Report

This report displays the instances of each unanswered help request, where the supervisor
declined an Agent’s request for help.

This report should be read in conjunction with the Help Request Report (see Page 230) to
establish the total number of Help Requests an Agent makes.

This report can also be used to determine if a Supervisor is refusing too many Help Requests.
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Agent Average Report by Agent

Figure 188: Agent Average Report by Agent shows an example Agent Average Report by Agent.

A Report Viewer - Microsoft Internet Explorer provided by BTopenworld
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Figure 188: Agent Average Report by Agent

This report displays Agent activity, grouped by Agent then broken down by Skillset.

This report reviews the work each Agent has performed in each Skillset they have logged into. A report may
include a single Skillset or multiple Skillsets.

If an Agent is logged into more than one Skillset and those Skillsets are included in the Report, then the activities of
the Agent are segregated so that the work in each Skillset is separately displayed.

Note: If an Agent was not logged into one of the selected Skillsets, they may still have
activity associated with one of the selected Skillsets. For example, they may have
received overflow calls or received a call manually transferred to them from an Agent
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in one of the selected Skillsets, or for any other transfer of call method that
temporarily ‘adopts’ the Agent into the Skillset for the duration of the transferred call.
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Agent Activity Report by Skillset

Figure 189: Agent Activity Report by Skillset shows an example Agent Activity Report by
Skillset.

A Report Viewer - Microsoft Internet Explorer provided by BTopermworld
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Figure 189: Agent Activity Report by Skillset

This report displays Agent activity for a selection of Skillsets grouped by Agent.

This report enables a review of the work in each Skillset. All of the Agents who have logged in to those Skillsets
included in the report are reviewed. Only the activity directly related to the appropriate Skillsets is displayed.

In the example in the figure, Agent 1, Agent 3 and Agent 10 have been logged into Skillset 1 only, so the report
reviews all three Agent’s activities for Skillset 1. Conversely, if Agent 1 had also been logged into Skillset 3, the
report would review Agent 1’s activity for each of these Skillsets.

Note:

For calls that have been transferred to the Agent, Transferred appears at the start of

the line for that Agent. Likewise, if the Call Transaction was for an overflowed call,
Overflow appears at the start of the line for that Agent. Other will be shown for any
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other call transfer call method that temporarily adopts the Agent into the Skillset for
the duration of the transferred call.
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System Configuration Report

Figure 190: System Configuration Report shows an example System Configuration report.
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Figure 190: System Configuration Report

The System Configuration report provides a means to view and print settings that have been
configured for your system together with some other information that can assist support

personnel.

This report can also be used to manually re-configure an installation of Nortel Networks
Reporting for Call Center, if it has to be re-installed on another PC due to hardware failure.
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Upgrading to Reporting for Call Center 8

Introduction

This section answers the questions that need to be asked during the upgrade of an existing
installation of Nortel networks Call Center Reporting version 2.5, 3.0 or 3.5 to Nortel Networks
Reporting for Call Center.

What Do | have to Install?

Nortel Networks Reporting for Call Center has a single software installation onto one PC. This
PC is the Web Host PC, which acts in a similar fashion to the ‘Master’ PC in the old Nortel
Networks Call Center Reporting 2.5, 3.0 and 3.5 streams. The Web Host PC stores the historical
statistical databases. It communicates with the Call Center in order to obtain the historical
statistical information and Real Time screen information. The wallboards are also driven from
the Web Host PC.

See the chapter Installation on page 8.

Can the old Master PC be used as the Web Host PC?

If the PC hardware and Operating System meet the minimum specifications, then the answer is
‘Yes’. See the question ‘Can the new software co-reside with the old software’, below.

See the Minimum Hardware Requirements on page 5, and the Operating System Compatibility
on page 6.
Why is there No ‘Multiple Client’ software to install?

In the Call Center Reporting 2.5, 3.0 and 3.5 streams the customer had to install ‘Multiple Client’
software onto other PCs in order to view the Real Time screens or Reports from those PCs.

With Nortel Networks Reporting for Call Center the users of those other PCs use Internet
Explorer to browse back to the Web Host PC in order to access the Real Time screens and
Reports. There is no ‘Client’ software required for the Users on those other PCs.

Do | have to remove the old Nortel Networks Call Center Reporting 2.5, 3.0 or 3.5
software?

No, see the question ‘Can the new software co-reside with the old software’, below.

Can the new software co-reside with the old software?

None of the Nortel Networks Call Center Reporting 2.5, 3.0 or 3.5 software is required for the
operation of the new Nortel Networks Reporting for Call Center software.
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However, the customer may wish to retain the Nortel Networks Call Center Reporting 2.5, 3.0 or
3.5 software in order to allow them to review the historical reports that were gathered with their
old system.

Leaving the Nortel Networks Call Center Reporting 2.5, 3.0 or 3.5 Master or Multiple Client
software on the PC which is going to be used as the Web Host PC will not affect the operation of
Nortel Networks Reporting for Call Center.

The two different applications can co-reside on the same PC with no interaction. That is,
installing Nortel Networks Reporting for Call Center onto a PC on which Nortel Networks Call
Center Reporting 2.5, 3.0 or 3.5 is already installed will not cause either of the applications a
problem in running.

Note however, that if the Nortel Networks Call Center Reporting 2.5, 3.0 or 3.5 software was
configured to drive any IP wallboards that are going to be driven by Nortel Networks Reporting
for Call Center, remember to take them out of the Nortel Networks Call Center Reporting 2.5,
3.0 or 3.5 configurations, otherwise both sets of software will try to drive the wallboards, which
will result in the wallboard display flashing back and forth between the two sets of data being
sent to it by the two different applications.

Note also that the hardware used as the Master PC for the Nortel Networks Call Center
Reporting 2.5, 3.0 or 3.5 software might not by of sufficient specification to support the Nortel
Networks Reporting for Call Center software. See the list of Minimum Hardware Requirements
on page 5, and the Operating System Compatibility on page 6.
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Backing up the MySQL Database 9

The mysqgldump Utility

mysqldump is a utility included in the MySQL\bin folder of the MySQL installation on the Web
Host PC. This can be used to create a file which contains all of the SQL statements required to
re-create the Nortel Networks Reporting for Call Center statistical and configuration database. It
can also be used to restore the backed up data.

Backing Up the Database

You can use mysqldump to create a backup of your database using the following syntax. Note
that the following should all be typed on one line, and should be entered in a Command Prompt
window, from the MySQL\bin folder.

mysgldump --add-drop-table --user=webhost --password=r338cm3.6! CCRDB >
CCRDBbackup.sgl

CCRDBbackup.sql is the file to which the backup should be written. This can be named
whatever you like. Substitute the name you wish to use for CCRDBbackup.sql in the above
command.

Restoring from a Backup

To restore the contents of a backup to the Nortel Networks Reporting for Call Center statistical
and configuration database use the following command. Note that the following should all be
typed on one line, and should be entered in a Command Prompt window, from the MySQL\bin
folder.

You should be certain that you wish to restore the backup before you enter
this command.

o ==

mysgl --user=root --password='YR46L43!' CCRDB < CCRDBbackup.sqgl

Note: The restore command uses the word ‘mysql’ but the backup command uses the word
‘mysqldump’.

Note: There are single quotes around the password in the restore command, but NOT in the
backup command.

Note: There are two hyphens in front of the --user, --password and --add-drop-tables options.

Note: Substitute the name of the backup file you wish to restore for the CCRDBbackup.sql in
the example restore command.
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Troubleshooting Reporting for Call Center 10

Slow Updates on Real Time Screen

The Real Time screens should be updated approximately every 3 seconds. If they seem to be
slow or sluggish, the following points should be checked.
Web Host PC Requires a Host File entry

Check with your Network Administrator to add an entry in the Web Host PC Host file. Thisis a
Windows system file and is usually located in the \Windows\System32\drivers\etc folder of the
Web Host PC (this may be called the \Winnt\System32\drivers\etc folder).

You must enter the IP Address and the network name (machine name) of the Business
Communications Manager to this file. Separate the two items by using the Tab key.

An example Host file is shown below.

Copyright (c) 1993-1999 Microsoft Corp.
This is a sample HOSTS file used by Microsoft TCP/IP for Windows.

#

#

#

#

# This file contains the mappings of IP addresses to host names. Each
# entry should be kept on an individual line. The IP address should

# be placed in the first column followed by the corresponding host name.
# The IP address and the host name should be separated by at least one
# space.

#

# Additionally, comments (such as these) may be inserted on individual
# lines or following the machine name denoted by a '#' symbol.

#
#
#
#
#

For example:

102.54.94.97 rhino.acme.com # source server
38.25.63.10 X.acme.com # x client host
127.0.0.1 Localhost
10.1.1.105 BCMMachineName

Figure 191 Example Host File

Anti-Virus Software Slowing Down the File System

Some Anti-Virus software packages have been seen to cause such a significant slow down on the
file system of the Web Host PC that the Real Time screens have trouble processing all of the
XML data they receive from the Call Center in time to refresh the Real Time data in a timely
fashion.

Issue 02 (15) Reporting for Call Center Setup and Operations Guide



262 Troubleshooting Reporting for Call Center

Norton Anti-Virus is one anti-virus package known to cause this symptom.

By Un-checking the “Enable File System Real Time Protection” option in Norton Anti-Virus the
operation of the Real Time screens are no longer restricted and can operate in their usual way.

To do this, right click on the Norton Anti-Virus icon in the system tray. If there is a tick by it,
select “Enable File System Real Time Protection” to remove the tick.

Alternatively, you can try deactivating the Nortel Networks Reporting for Call Center diagnostic
logging (if it is activated), see Page 54.

Anti-Virus packages vary in their implementations and in the granularity with which you can

adjust their operational parameters. Typically, however, the settings which you can adjust that

would make the Real Time Screens appear sluggish in updating are the real time file scanning

settings.

Note: ‘real time’ in this context means that the Anti-Virus software scans the files on your
computer constantly — it does not refer to the Reporting for Call Center Real Time screens.
It is just a coincidence that both applications have features that have the words ‘real time’
in their title.

* Some Anti-Virus packages allow you to specify files with certain extensions which are to
be ignored during virus scans. If this is possible with your Anti-Virus software, instruct
it to ignore files with .log extensions.

* Some Anti-Virus packages allow you to specify locations on your hard disk which are to
be ignored during virus scans. If this is possible with your Anti-Virus software, instruct
it to ignore the location of the Reporting for Call Center log files. By default this is
\Program Files\Nortel Networks\Reporting for Call Center\Logs.

* Some Anti-Virus packages allow you to disable or fine tune the real time scanning action
of files, and to isolate which types of file modification will trigger a re-scan (create a file,
modify a file, write to a file, etc).

Cannot Access the Login Page

This problem has been seen when the Web Host PC has Norton Anti-Virus running.

One setting of Norton Anti-Virus (Script Blocking) prevents Nortel Networks Reporting for Call
Center from running normal operations.

This option should be disabled in the anti-virus configuration screen on the Web Host PC only.
Turning off script blocking in Norton Anti-Virus 2001
To disable Norton Anti-Virus 2001 Script Blocking:

1. Start Norton Anti-Virus.
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2. Click Options. If a menu appears when you click Options, then click Norton Anti-Virus.
The Options for Norton Anti-Virus dialog box appears.

Options for Horton AntiYirus

System Thesze options control Script Blocking.

-- Auto-Protect
Script Blacking

" M aruial 5'3*3” [~ Enable Script Blocking [recommended)
i Startup Scan

Figure 192 Norton Anti-Virus Options Screen
3. Click Script Blocking.

4. Uncheck "Enable Script Blocking (recommended)."

5. Click OK.

NOTE: Script Blocking is a feature of Norton Anti-Virus 2001 that was added to as a part of
a program update. If Script Blocking does not appear in Options, then the program update is
not installed. To install the Norton Anti-Virus program update, run LiveUpdate, and
download all program updates. Restart the computer when prompted. Run LiveUpdate until
you are told that there are no more updates available.

Turning off script blocking in Norton Anti-Virus 2002 or 2003
To disable Norton Anti-Virus Script Blocking:
1. Start Norton Anti-Virus.

2. Click Options. If a menu appears when you click Options, then click Norton Anti-Virus.
The Norton Anti-Virus Options dialog box appears.
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System
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Script Blocking
» Manual Scan How to stay protected from malicious scripts
Exclusions ¥ Enable Script Blocking (recomrmendedi
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LiveUpdate & Askmewhatto do (recommended)
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Figure 193 Norton Anti-Virus Options Dialog
3. Click Script Blocking.
4. Clear the Enable Script Blocking check box(recommended).

5. Click OK.
Restart the computer if prompted to do so.

Changing Agent Names

If an Agent changes their name, for example if they marry and take a new surname, or if an
Agent leaves and their Call Center Log In ID is allocated to another person, this will affect the
way in which Reporting for Call Center displays information for the Agent in the reports.

The reports will distinguish between the two identities associated with the single Call Center Log
In ID as follows.

* The Agent Activity Report will list each Agent separately.
* The Agent Audit Report will consider that Call Center Log In ID to be the same person
and will show all activity that the Agent with that ID has performed, irrespective of the
Agent name in the User Admin screens. In effect, for the same period, reporting on the
first Agent name will yield the same information as a report on the second Agent name.
* The Agent Average Report will reference the first Agent name only.
If both Agent names refer to the same person (for example, it is the same person but they have
taken a new surname because they have married), these differences do not matter.
However, if the name change is because of an actual change of personnel, then it is easier to
isolate the activities of the two Agents in the reports if the new Agent is allocated a distinct Call
Center Log In ID, and the old Log In ID is no longer used.
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Virtual Folders Not Created in Internet Information Services

Reporting for Call Center relies upon some Virtual Folders which are created during the
installation of Reporting for Call Center on the Web Host PC.

If these Virtual Folders are ever inadvertently removed or altered, or if they are not created
during the installation, you will see the following error page.

A The page cannot be found - Microsoft Internet Explorer

File Edit Wiew Favorites Tools Help ﬂ'
& —, i : —
o 1 _—] = s i — h |
@ Back =2 \ﬂ Ig { l] P ! Search k:;‘—--h Favorites @ Media Q:‘? 8~ S L 4
Address @ http:/flocalhost reefmainlogin.asp V: Go Links **
GOL‘glE‘ - | b | {45 Search Web - & 6 blocked =] ]  Fdoptons 4
~

The page cannot be found

The page you are locking for might have been remowved, had its
name chanaed, or is tempararily unavailable.

Please try the following:

# If you typed the page address in the Address bar, make sure
that it is spelled correctly.

# Open the localhost home page, and then look for links to the
information you want.

s Click the Back button to try another link.

HTTP 404 - File not found
Internet Information Services

Technical Information (for support personnel)

* More information:
Microsoft Support v

-E| Done NQ Local intranet
Figure 194 Page Cannot Be Displayed Error Message

If you see this, please try the following steps.

1. Click Start, Run and enter the pathway to the file called Create.bat in the RunOnce folder.
The RunOnce folder is in the Reporting for Call Center folder. If you installed
Reporting for Call Center in the default location the path to this file will be \Program
Files\Nortel Networks\Reporting for Call Center\RunOnce\Create.bat on the drive on
which you installed Reporting for Call Center.

2. When you have located this file, double-click on it to launch it. You will see a Command
Prompt window (DOS Window) open and then close.

3. Try accessing the http://localhost/rcc/main/login.asp page one more.
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Accessing Networked Printers From the Web Host PC

In order for the Web Host PC to contact and utilize network printers, you must have a User
logged into Windows on the Web Host PC.

This means that if you wish to run Scheduled Prints out of hours, you must have a User logged in
to the Web Host PC.

ipView SoftBoard and Wallboard Summaries

Note that the Wallboard Summaries are sent to the wallboards on the hour, according to the time
of the Web Host PC clock. The regular hourly and daily statistics that are sent to the wallboard
are governed by the Call Center platform clock. The hourly statistics are reset to 0 on the hour,
according to the clock in the Call Center platform.

If the clock in the Web Host PC is set to a different time than the clock in the Call Center
platform, the hourly Summaries will not be synchronised with the hourly reset of the regular
statistics. To ensure that the wallboard summaries are in time with the hourly resets of the
regular wallboard statistics, ensure that your PC and Call Center platform times are the same.

Crystal Reports ActiveX Report Viewer

The first time that reports are viewed on a client PC (that is, some PC other than the Web Host
Viewer) an ActiveX viewer is installed onto the Client PC, from the Web Host PC.

If this does not automatically happen, you will not be able to view reports (you will see the
Report Viewer window with a red X in the top left corner).

If you see this you can start the installation process manually.

On the Web Host PC in \Program Files\Common Files\Crystal
Decisions\2.0\crystalreportviewers\ActiveX Viewer\en there is a file called npviewer.exe.

This file should be copied to the Client PC and executed there. This will install the ActiveX
viewer.

Real Time Screens on Client PCs

The first time that the Real Time screens are viewed on a client PC (that is, some PC other than
the Web Host Viewer) a Java Run Time Module should be automatically installed onto the
Client PC, from the Web Host PC.

If this does not automatically happen, you will not be able to view the Real Time screens.

To overcome this you can start the installation process manually.

On the Web Host PC in C:\Program Files\Nortel Networks\Reporting for Call Center\Javadist
there is a file called j2re-1 4 2 03-windows-i586-p.exe.

This file should be copied to the Client PC and executed there. This will install the Java Run
Time Module.
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Skillset Names not appearing in Reporting for Call Center (Call Pilot

Platform only)

If after connecting to the Call Center and completing the initial download the skillset names do
not appear, try one or both of the following steps:

1) Disable and Re-enabled your skillsets in the Call Pilot manager.
2) Reboot the Call Pilot system.

Once you have done this either place a call into the Call Center or log an agent out and then back

in (or log an agent in if you have no agents logged in) and either wait till the “Make historical data
requests” time period has passed (see the Call Center Connection page 38) or reboot the Web Host PC.

Your skillsets should appear in a few minutes, if they don’t and you only performed one of the steps
above then perform the other one and reboot the Web Host PC.
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Glossary 11

Abandoned Calls........ Abandoned Calls are calls that ring in to the system and the incoming
caller clears down the call because they do not wish to wait any longer
before they are answered. These calls have not been handled by humans
or by voice mail.

Abandon Time Bins... A series of six time steps used in the statistical analysis of Abandoned
Calls. Nortel Networks Reporting for Call Center will provide statistical
reports on the percentage of incoming calls abandoned within each of
the periods specified in the Abandoned Time Bins. A seventh period is
also used in the reports, which gathers information on all calls which
abandoned affer the period specified by the sixth Abandoned Time Bin.

Administrator ............. A Nortel Networks Reporting for Call Center User who has been
awarded Administration rights. These Users can configure core
elements of Nortel Networks Reporting for Call Center that regular
Users can not, and they can perform such actions as creating other
Users.

Alarm Threshold........ Alarms may be set to trigger an alert on the wallboards, to inform your
Agents of some event or circumstance. The value that a parameter must
reach, match or exceed to trigger an Alarm is the Alarm Threshold.

All Calls Held ............ If an Agent has placed all of their calls on hold, so that they have no
active calls, they will be shown in Magenta in the Real Time screens.

Answered Time Bins.. A series of six time steps used in the statistical analysis of Answered
Calls. Nortel Networks Reporting for Call Center will provide statistical
reports on the percentage of incoming calls answered within each of the
periods specified in the Answered Time Bins. A seventh period is also
used in the reports, which gathers information on all calls that were
answered after the period specified by the sixth Answered Time Bin.

Available State........... The Agent is ready to take Incoming Calls. The Available State is
shown as Blue in the Real Time Screens.

Break Time................. The period allocated to Agents following clear down of an Incoming
Call Center Call (also known as Wrap Up and Post Call Completion).
Break Time is displayed in the Real Time Screens as Dark Green.

Calls Answered.......... ‘Answered’ means the Call was not abandoned, and it did not require the
involvement of another Skillset in the handling of the call
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Calls Presented...........

Direct Call..................

Calls Handled In
Another Skillset .........

Indirect Call ...............

Grade of Service ........

The counts all of the calls that were presented to a Skillset, both Direct
(a ‘regular Call Center call’ delivered straight into the Skillset,) and
Indirect, which means the Call arrived in the Skillset in some other way.

From the point of view of any given Skillset, Direct Calls are calls that
were presented directly to that Skillset. That is, the incoming caller was
handled by the Call Routing and was presented by the Call Routing
directly to the Skillset in question.

Calls that have left a Skillset and entered another Skillset because of an
Overflow Rule or any other Routing Condition or Step. The fate of
these calls is then recorded in the reports for the Skillset they have
moved to — not in the Skillset they leave.

From the point of view of any given Skillset, Indirect Calls arrived in the
Skillset after being handled by the Call Routing or Agents of another
Skillet. For example, they may have overflowing from another Skillset
or may have been manually transferred to the Skillset queue by an Agent
from another Skillset. Any way a Call can arrive into a Skillset other
than being a regular Call Center Call presented Directly to the Skillset
(as described above) is counted as an Indirect Call. Whether the call
overflowed to the Skillset in question, or was moved to the Skillset by
the Move to Queue Call Routing step, or whether it was manually
transferred to the Skillset Control Dn, it is counted as an Indirect Call.

The Grade of Service is a figure that is used to represent the level of
service provided to incoming callers, based upon Call Center response
times. It is calculated as follows:

Presented = Total Number of Direct Call
transactions Presented to the Skillset
Abandoned = Calls which Abandoned
>Secondary = Calls transactions answered after the
Secondary Alert
G of S% = Presented - Abandoned - >Secondary x 100
Presented

Incoming State ...........

The Agent is engaged on an Incoming Call Center Call, either a PSTN
or a Multimedia call. The Incoming State is shown as Green in the Real
Time Screens. If an Agent has been on an Incoming Call in excess of
the Incoming Call Duration Threshold their timer will be displayed
against a Red background.
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Multimedia Call ......... A call generated and conducted through the use of Nortel Networks
Multimedia Call Center. A call which may involve a Follow-me
browser session, a Chat session or was initiated by a caller clicking a

button on a Web Page.
Non-Call Center
Call State ........c..c........ Grey is used for non-Call Center calls.
Not Ready State .......... Either the Agent has invoked the Make Not Ready feature to indicate

they are not Available to take calls or the Call Center has placed them in

the Not Ready state because a call was unanswered at their handset or the

Agent is active on an internal call. The Not Ready State is shown as

Dark Grey in the Real Time Screens. If an Agent has been Not Ready in
excess of the Not Ready Duration Threshold their timer will be displayed
against a Red background.

Outgoing State ........... The Agent is engaged on an Outgoing Call. The Outgoing State is

shown as Yellow in the Real Time Screens. If an Agent has been on an
Outgoing Call in excess of the Outgoing Call Duration Threshold their
timer will be displayed against a Red background.

PSTN Call.................. Private Switched Telephone Network Call — a ‘regular’ voice call.

Real Time........ccc.e.. Information is available that displays the current states of Skillset Calls
and Agents. This information is refreshed approximately every 3
seconds. These displays are called the Real Time Screens. Information
can also be displayed on hardware and software TCP/IP enabled
wallboards, to provide Real Time information to the Call Center Agents.

Stat Time Bins............ A collective term for the Abandoned Time Bins and the Answered Time
Bins.

Supervisor Monitoring If a Supervisor is monitoring an Agent the Supervisor is displayed in the
Real Time in Brown, and the Status column will say ‘Monitoring’.

TCP/IP...oeeeeeeen, Transmission Control Protocol/Internet Protocol: A protocol developed
by the US Department of Defence for communications between
computers. It has become the de facto standard for data transmission
over networks, including the Internet. TCP and IP are transport and
address protocols; TCP is used to establish a connection for data
transmission, and IP defines the method for sending the data in packets.

Title..ooovveeeieeeieeieens A string of text displayed on the top line of a wallboard. This restricts
the wallboard to being able to display 3 parameters only.

[ BSOS A User is a person who has been allocated a Username and Password to
allow them to use Nortel Networks Reporting for Call Center. Users can
configure some elements of their usage of Nortel Networks Reporting
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Unstaffed Calls...........

Wallboard...................

for Call Center, but they do not have the same scope for configuration as
an Administrator.

Calls that were presented to the Skillset when there were no Agents
logged In to handle those calls.

A device that is used to display Call Center statistics and messages to the
Agents and other Call Center staff. Nortel Networks Reporting for Call
Center TCP/IP enabled hardware WallBoards and SoftBoards from the
ipView range of wallboards.
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