











You can sort the report's result in order of cost, call duration or by the number of times a number was
dialled (frequency). Choose from the drop-down list, the default being the frequency.

Order results
by | Cost

Number of calls
Duration
Dialled digits
Location

CLI (Caller ID)

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.

| RunNowl:l

Frequent Numbers - The Results

The report includes the usual headings, including the report's title, any Friendly Name you assigned to it,
the period of the report, and any options you selected in the report's selection criteria window.

The body of the report consists of a detailed table showing a summary of each frequently-called destination.
The following column headers are used, with totals displayed at the foot of the table:

Destination Displays the destination of the call (e.g. India, London etc.) Please note that if
no destination is associated with the number, then the number will show.
Incoming calls show the number of the person who called or their name if
allocated in brackets.

Dialled Number The dialled number that was frequently called
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CLI The caller’s numbers will be shown here (if not withheld). If the number is
withheld, you may see a calls showing for (answered) and (answered transferred).
This is to show the amount of incoming and incoming transferred calls that
withheld their number.

Total Calls The number of calls made to or received from that specific number
Total Duration The total time elapsed calling the/receiving calls from that specific number
Total Cost The total cost of calls to that number
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Daily Activity Report

Introduction

This report shows the day-by-day listing of call volumes for incoming, outgoing and abandoned calls, with

totals and averages for each call type

It also includes a summary of the call spend for each day. This quickly enables you to get an overview of

daily call patterns and trends.

Running the Report

On the Reports screen, click on the Daily Activity Report in the reports list, and the following report

selection criteria window appears:

Dally ACt|V|ty Expand/Collapse All Filters
Preset Last Month 'I From 00:00:00
To 23:59:59
Date (from) J
Date (to) _I

p
Wapping Accounts
Alarm
All Departments =l

User =
Extension(s ¥ Exclude weekend calls
Exclude transferred calls
User(s [— = .

Select a report period

Trunk Group

p
New Lines

Dialled Number(s

——

Schedule Run Now

You need to select a time period for which you want the report to produce information for. You can select a

pre-set period from the drop-down list as shown below:

Report Period

Preset Last Month 'I
Today

Date (from) Yesterday el
LastiWeek "

Cist=iic) Cast Month B
This Year
All Dates

A Custom Period

The default is set to Last Month (the period from the first day to the last day of the previous calendar

month, and NOT the last 30 days).

To select a period of your own, choose Custom Period from the list, then enter your start and end dates

and times in the boxes provided:
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Report Period

Preset IA Customn Period Z|
Date (from) [0 October 2006  [E
Date (to) 08 November 2006 [

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From IDD:DD:DD
To |23:5Q:5Q

Choose a site to report on

If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

Site =

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce report on all users.

User Group

Accounts
All Departments
DealerSupport |

Choose a Trunk group to report on

You have the option of limiting the report's results to a particular group of trunks, for when you want to see
the call profile of a particular group, but don't want the results from other lines/trunks to distort your
results. Leave blank for all trunks to be included in the results.
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Trunk Group =

New Lines
testgsad

Choose a particular Extension

To find out the call geography profile of calls made by one extension in particular, type that extension's
number in the box provided. If you want to report on more than one extension you can comma separate or
for a range of extension separate with ‘-° as shown below:

Extension(s’ 2691, 2692, 2693-269

Select a User Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

User Name(s) I

Exclude Weekend calls

Calls made at weekends may distort your result, and you are therefore given the opportunity here to neglect
to take them into account. Tick the box to exclude weekend calls - Saturdays and Sundays will then be
excluded from the report’s results.

Exclusions

[T Exclude weekend calls

[T Exclude transferred calls

Exclude Transferred calls

Similarly, you can opt to exclude calls that were answered as a result of a transfer from one party to another.
This allows you to concentrate only on those extensions that take calls directly from outside your
organisation, rather than those secondary extensions that receive the call after speaking with another party.

Filter by dialled number(s)

You can choose to run the report using data from calls made to a particular dialled number. This can help
when deciding if you need to make special arrangements for dialling certain numbers e.g. mobiles. Another
example, let's suppose you have a major client with several members of staff dealing with their account at
all times , You would enter the number of the office (or the first 6 or 7 digits if calling a range of DDI’s) in
to the Dialled Number box. The resulting report will show you how many trunks where busy at any one
time making calls to your clients office. You could use this information in conjunction with a Custom
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Report, and specify the same number of your clients office, to show you how much it is currently costing
you to call the clients office. Taking into account other charges such as line rental, you could then make an
informed decision as to how best to serve this client and accurately cost for your services in terms of time
and cost.

The number you enter can include wildcards, (e.g. 07, 0118* or 0161 500 5%)

Dialled Number (s)|

Filter by caller ID(s)

You can choose to run the report using data on calls received from a particular number(s). This can help
when deciding how much to charge for certain contracts e.g. support contracts. This option becomes a very
powerful decision making aid once you identify how much time is spent talking to certain clients.

Caller 1D(: [

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.

| RunNowl:l

Daily Activity - The Results
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Daily Activity

16 April 2007 17:07:02

Report Period
Time range
Weekends
Transfers
Site

User Group
Channel Group
User Name

01 March 2007 to 31 March 2007

00:00:00 to 23:59:59
Not included in this data

Transfers included

All Sites
All Groups
All Groups

Andy Francis

02/01/2007 Tuesday 28 00:05:23 0 7 00:47:37 00:06:48 6.213
03/01/2007 Wednesday 19 01:55:31 00:06:05 00:00:09 0 14 00:48:17 00:03:27 3.428
04/01/2007 Thursday 9 02:11:54 00:14:39 00:00:07 0 5 00:25:47 00:05:09 2.649
05/01/2007 Friday 25 01:34:54 00:03:48 00:00:08 0 2 00:24:47 00:12:24 2.026
08/01/2007 Monday 9 00:27:24 00:03:03 00:00:12 0 0 00:00:00 00:00:00 0.000
09/01/2007 Tuesday 25 01:42:34 00:04:06 00:00:12 0 4 00:17:25 00:04:21 0.980
10/01/2007 Wednesday 15 02:49:33 00:11:18 00:00:12 0 1 00:01:30 00:01:30 0.101
11/01/2007 Thursday 6 00:32:25 00:05:24 00:00:06 0 0 00:00:00 00:00:00 0.000
12/01/2007 Friday 33 02:41:23 00:04:53 00:00:09 0 2 00:04:55 00:02:28 0.554
15/01/2007 Monday 17 01:03:43 00:03:45 00:00:07 0 10 00:32:09 00:03:1°

e 00:0n 10:45:02 00:0"
u <uus weanesuay 1 222 9 01:00: 00 00:06:44 vel
05/04/2007 Thursday 15 01:47:16 00:07:09 00:00:05 0 7 00:12:57 00:01:51 1.050
10/04/2007 Tuesday 6 00:24:38 00:04:06 00:00:09 0 2 00:03:58 00:01:59 0.318
11/04/2007 Wednesday 21 01:46:55 00:05:05 00:00:05 0 8 00:16:27 00:02:03 1.255
12/04/2007 Thursday 13 01:15:29 00:05:48 00:00:09 0 21 00:28:37 00:01:22 3.521
13/04/2007 Friday 6 00:10:08 00:01:41 00:00:04 0 5 00:14:39 00:02:56 1.281
16/04/2007 Monday 1 00:10:15 00:10:15 00:00:11 0 3 00:04:30 00:01:30 0.412
456 2 3 00 5
Done [T [ [ nternet H100% <~
r

OUTGOI

Total Durn
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Call Geography

Introduction

Includes graphical pie charts and a detailed table with complete information about where you make your
calls to: local, national, international, mobile, etc. Each segment is shown as a percentage of the number
of calls, and again to show how much of the cost is made up of those types of calls. This quickly enables
you to see which calls are costing you the most, and taking up the most call time.

Running the Report

On the Reports screen, click on the Call Geography Report in the reports list, and the following report
selection criteria window appears:

Call Geography Expand/Collapse All Filters Schedule | RunNow
Preset I Last Month A l From 00:00:00
To 23:59:59
Date (from)
Date (to)
Site =
p p
Wapping Accounts New Lines
Alarm
All Departments |
User =

Extension(s) Trunk(s Carrier ']
User(s Trunk Name(s) LCR Code(s
TAC(s Account Code(s

Select a report period

You need to select a time period for which you want the report to produce information for. You can select a
pre-set period from the drop-down list as shown below:

Report Period
Preset Last Month 'l
Today |
Date (from) Yesterday =i
LastWeek i o
Batejlta) Tact Month 8

This Year
All Dates
A Custom Period

The default is set to Last Month (the period from the first day to the last day of the previous calendar
month, and NOT the last 30 days).

To select a period of your own, choose Custom Period from the list, then enter your start and end dates
and times in the boxes provided:
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Report Period

Preset IA Customn Period Z|
Date (from) [0 October 2006  [E
Date (to) 08 November 2006 [

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From IDD:DD:DD
To |23:5Q:5Q

Choose a site to report on

If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

Site =

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce report on all users.

User Group

Accounts
All Departments
DealerSupport |

Choose a trunk group to report on

You have the option of limiting the report's results to a particular group of trunks, for when you want to see
the call profile of a particular group, but don't want the results from other lines/trunks to distort your
results. Leave blank for all trunks to be included in the results.
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Trunk Group =

New Lines
testgsgd

Choose a particular Extension

To find out the call geography profile of calls made by one extension in particular, type that extension's
number in the box provided. If you want to report on more than one extension you can comma separate or
for a range of extension separate with ‘-° as shown below:

Extension(s’ 2691, 2692, 2693-269

Select a User Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

User Name(s) I

Select TAC(s)

You have the option of reporting on Trunk Access code e.g. a calls made with access code 7, 9 etc. Leave
blank for all calls to be included in the results.

TAC(s)

Choose calls made with a specific carrier

You can run the report for calls made via a particular carrier. This would allow you to compare calls made
and call get an overview of destinations and costs involved.

Cost Options =

Carrier (All Tariffs) v

Choose calls with a specific LCR code

You can run the report for calls made using indirect access to a particular carrier. You may want to see
what types of calls are being routed through that carrier, and in this case you would enter the prefix digits
for the carrier in question, e.g. 'Access Eurobell's prefix is 1452,
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Murbering =

LCR Code |

Choose calls with a specific Account Code(s)

If you want to produce a bill consisting of all chargeable calls made using a particular account code,
enter the account code in the box.

Account code(s) I

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.

| RunNowl:l
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Call Geography - The Results

Call Geography

09 November 2006 11:51:49

Report Period 01 October 2006 to 31 October 2006
Time range 00:00:00 to 23:59:59
Site 411 Sites
User Group 411 Groups
Channel Group All Groups
Amount of Calls Legend Cost of Calls

W Local
W National
[ Other

[ International

[0 Personal{Mabile

Mumber of calls % of all calls Avg Duration Total Duration Average Cost Total Cost % of total cost
International 18 2.20% 00:08:41 02:36:12 2.349 42.286 17.90%
Local 29 3.60% 00:03:41 01:46:38 0.131 3.786 1.60%
National 555 69.30% 00:03:25 31:39:06 0.231 128.088 54.10%
Other 45 5.60% 00:01:31 01:08:18 0.013 0.600 0.30%
Personal/Mobile 154 19.20% 00:03:17 08:26:23 0.403 62.107 26.20%
801 45:36:37 236.867
The final report consists of two pie charts, and a table.
Chart The left-hand pie chart shows the amount of calls to the various destinations, whilst the

right-hand chart shows the cost of calls to each destination. The legend in the centre
allows you to quickly ascertain how many or how costly call to each destination are.

Table This shows in detail the amount of calls that were made to the specific destination, also
expressed as a percentage of all calls, along with the average, total and percentage costs

associated with each destination.

The summary line at the foot of the table shows the total number of calls included in the report, the total

duration of calls, average and total costs.
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Full Call Analysis

Introduction

Breaks down your working day into half-hour segments and details important information about your calls.
See how many answered calls you take and how long it takes you to answer them. Find out how long
people are waiting before they give up and abandon the call. Have a look at how many outgoing calls you
make, the average call time and the total time spent on calls. These figures are shown as maximum and
averages so you can more effectively plan your staffing requirements throughout each working day.

Running the Report

On the Reports screen, click on the Full Call Analysis Report in the reports list, and the following report
selection criteria window appears:

Full Call Analysis Expand/Collapse All Filters Schedule Run Now
Preset Last Month - I From 00:00:00
To 23:59:59
Date (from)

Date (to)

Site User Group = Trunk Group

=
p p
Wapping ﬁlccounts New Lines
arm
All Departments |
=

Numbering =
Caller ID(s I— Extension(s) I— Trunk(s) I—
Dialled Number(s l— User(s [— Trunk Name(s l—

Reeounteode@ TAc:

I~ Exclude transferred calls

|

Select a report period

You need to select a time period for which you want the report to produce information for. You can select a
pre-set period from the drop-down list as shown below:

Report Period

Preset Last Month ~|

Today
Date {from) Yesterday
LastWeek
Dats/{to)
This Year

All Dates

A Custom Period

o
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The default is set to Last Month (the period from the first day to the last day of the previous calendar
month, and NOT the last 30 days).

To select a period of your own, choose Custom Period from the list, then enter your start and end dates
and times in the boxes provided:

Report Period

Preset |A Custom Period ¥ |
Date (from) g October 2006 [
Date (to) |08 Novemhber 2006 ;J

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From 00:00:00
To 23:59:59

Choose a site to report on

If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

(= b=
Site

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce a clickable summary of all user groups, along with their
summary information.

User Group

Accounts
All Departments
DealerSupport |
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Select a Trunk Group

You can shortcut the trunk group summary by explicitly choosing a trunk group from this list. Leave at
the default selection (All groups) in order to produce a clickable summary of all trunk groups, along with
their summary information.

Channel Group =

New Lines

Filter by caller ID(s)

You can choose to run the report using data on calls received from a particular number(s). This will show
the amount of incoming, outgoing and unanswered calls from any clients number and can help when
deciding how much to charge for certain contracts e.g. support contracts. This option becomes a very
powerful decision making aid once you identify how much time is spent talking to certain clients.

Caller ID(: l

Filter by dialled number(s)

You can choose to run the report using data from calls made to a particular dialled number. This can help
when deciding if you need to make special arrangements for dialling certain numbers e.g. mobiles. Another
example, let's suppose you have a major client with several members of staff dealing with their account at
all times , You would enter the number of the office (or the first 6 or 7 digits if calling a range of DDI’s) in
to the Dialled Number box. The resulting report will show you how many trunks where busy at any one
time making calls to your clients office. You could use this information in conjunction with a Custom
Report, and specify the same number of your clients office, to show you how much it is currently costing
you to call the clients office. Taking into account other charges such as line rental, you could then make an
informed decision as to how best to serve this client and accurately cost for your services in terms of time
and cost.

The number you enter can include wildcards, (e.g. 07, 0118%* or 0161 500 5%)

Dialled Number(= l

Choose a particular Extension

To find out the call geography profile of calls made by one extension in particular, type that extension's
number in the box provided. If you want to report on more than one extension you can comma separate or
for a range of extension separate with ‘-° as shown below:

Extension(s’ 2691, 2692, 2693-269

Select a User Name(s)
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You may want to concentrate on a specific person; in this case, enter the name of the person here.

User Name(s) l

Choose calls with a specific Account Code(s)

If you want to produce a bill consisting of all chargeable calls made using a particular account code,
enter the account code in the box.

Account code(s)

Trunk(s)

To see a full call analysis of calls made to and from any one trunk in particular, type that trunk's number in
the box provided.

Trunk(s I

Trunk Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

Channel Name(s) |

Select TAC(s)

You have the option of reporting on Trunk Access code e.g. a calls made with access code 7, 9 etc. Leave
blank for all calls to be included in the results.

TAC(s) |

Exclude transferred calls

You can specify to exclude incoming calls where they were transferred by someone else. For example, you
may not want to include incoming calls where an operator answered them but they were then transferred to
another extension. In this case you would tick this box.

Exclusions

[T Excluded transferred calls

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.
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Run Now[: |
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Full Call Analysis - The Results

Full Call Analysis

Report Period

Time range 00:00:00 to 23:59:59
Site All Sites
User Group 411 Groups
Channel Group 411 Groups

Time Slot

01 October 2006 to 31 October 2006

S .

.
Number
v

00:00 - 00:29 1 4 4 00:00:58 00:00:58 O o o 4
00:30 - 00:59 o o 0 00:00:00 00:00:00 1 13 13 r4
01:00 - 01:29

01:30 - 01:53

0z:00 - 0z:29

0Z:30 - 02:539

03:00 - 03:22

03:30 - 03:539

04:00 - 04:29

04:30 - 04:59 o o 0 00:00:00 00:00:00 O 0 0 1
05:00 - 05:29

05:30 - 05:539

06:00 - 06:29

06:30 - 06:53

07:00 - 07:29

08:00 - 08:22

08:30 - 08:59 D & 18 1g 00:00:29 00:00:29 O o 0 o
09:00 - 09:29 55 zo 7 00:57:857 00:05:04 1 4 4 23
09:30 - 09:83 8z 41 8 01:01:36 00:04:57 0O o o 30
10:00 - 10:29 95 (38 8 00:40:06 00:05:40 4 43 18 4z
10:30 - 10:53 104 z3 7 0l:16:18 00:04:38 3 47 z8 40
11:00 - 11:29 36 21 7 01:01:15 00:06:35 3 19 14 45
11:30 - 11:59 loz 27 8 00:48:49 00:05:25 1 33 33 Bl
1z2:00 - 12:29 84 43 8 00:39:21 00:05:49 4 20 8 43
12:30 - 12:59 93 17 7 00:47:26 00:03:57 1 4 4 46
13:00 - 13:29 73 24 8 01:19:05 00:05:32 2 1 o 45
13:30 - 13:8% 86 z8 8 01:03:46 00:05:56 § z1 ? 36
14:00 - 14:29 103 27 7 00:45:25 00:04:36 Z 5 4 26
14:30 - 14:59 104 z8 8 01:27:03 00:06:31 1 2 2 4z
15:00 - 15:29 1385 15 7 01:01:53 00:05:31 & 60 19 51
15:30 - 15:59 101 z1 7 00:33:38 00:05:42 4 4 4 62
16:00 - 16:29 a8 33 2 00:38:31 00:04:45 Z 13 1z 53
16:30 - 16:59 88 27 3 00:33:33 00:05:14 3 13 10 (28
17:00 - 17:29 58 21 3 00:23:00 00:04:43 0 o o 41
17:30 - 17:5%9 13 z3 10 00:20:24 00:03:56 2 s 4 15
18:00 - 18:29 7 14 7 01:25:58 00:14:05 O o o z
18:30 - 18:59 o o o 00:00:00 00:00:00 O o 0 1
19:00 - 19:29 1 & 3 00:01:23 00:01:23 1 3 3 z
19:30 - 19:59 o o o 00:00:00 00:00:00 O o o 5
20:00 - 20:2% 1 6 6 00:09:48 00:09:48 0 0 o 9
20:30 - 20:59 1 14 14 00:04:21 00:04:21 O 0 o 3
21:00 - 21:29 1 5 s 00:00:55 00:00:55 0O o o 6
21:30 - 21:53 o o i} 00:00:00 00:00:00 O 0 o 1
22:00 - 22:29 1 4 4 00:00:10 00:00:10 O 0 o 0
22:30 - 22:59 1 1z 1z 00:01:46 00:01:46 0O o 0 1
23:00 - 23:29 00:00:00 00:00:00 O o o 1

o o o

09 November 2006 15:57:52

00:19:08 00:10:42 00:21:23

00:48:44 00:24:27 00:48:54

00:00:08 00:00:05 00:00:08

00:00:00
00:32:42
00:26:15
00:13:10
00:13:27
00:12:24
00:33:44
00:21:03
00:40:16
00:22:18
00:29:57
00:35:51
00:38:20
00:16:46
00:16:17
00:50:02
00:23:24
00:14:50
00:18:28
00:00:08
00:00:45
00:04:34
00:22:13
00:07:12
00:03:4Z
00:32:00
00:40:41
00:00:00

00:00:36

00:00:02

00:00:00
00:04:07
00:04:19
00:01:587
00:03:01
00:0z:12
00:02:53
00:03:17
00:03:33
00:03:36
00:02:40
00:04:00
00:05:49
00:02:31
00:02:32
00:08:27
00:03:20
00:02:09
00:02:12
00:00:04
00:00:45
00:02:24
00:06:08
00:01:40
00:0Z:20
00:08:32
00:40:41
00:00:00
00:00:36

00:00:02

00:00:00
01:34:44
0z:09:19
01:21:51
0z:00:47
01:39:09
0z:56:15
02:21:22
02:42:59
0z:41:56
01:35:50
01:44:04
04:03:59
0z:08:08
0z:37:12
04:439:03
03:23:19
01:27:57
00:32:585
00:00:08
00:00:45
00:04:47
00:30:41
00:14:57
00:07:00
00:33:15
00:40:41
00:00:00
00:00:36

00:00:02

1.018

0.310

0.000

0.000
0.313
0.434
0.241
0.256
0.z80
0.265
0.z81
0.303
0.278
0.1%98
0.285
0.688
0.207
0.182
0.471
0.241
0.168
0.188
0.0z1
0.042
0.238
1.044
0.158
0.10z
0.194
2.197
0.000
0.042

0.042

2.037

0.613

0.000

0.000
7.348
13.02z
10.107
10.2z59
1lz.611
16.180
1z2.099
13.922
1z.360
7.131
7.404
z8.881
10.540
11.z66
24.975
14.686
6.898
z.814
0.042
0.042
0.475
5.2z2
1l.424
0.308
1.163
2.197
0.000
0.04z

0.042

The report includes the usual headings, including the report's title, any Friendly Name you assigned to it,
the period of the report, and any options you selected in the report's selection criteria window.

The body of the report consists of a detailed table showing a breakdown of each half-hour timeslot in the
day. The table is arranged loosely into two halves: answered calls and abandoned calls. Each half is
further enhanced to include the following information:
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Answered Calls

Number of calls
Response time - Max
Response time - Ave
Call duration - Max
Call duration - Ave

Abandoned Calls

Number of calls
Wait time — Max
Wait time — Ave

Outbound Calls

Number of calls
Average Duration
Total Duration

Shows the number of answered call in the half-hour period

The maximum time a caller had to wait before being answered (in seconds)

The average time a caller waited for an answer (in seconds)

The duration of the longest incoming, answered call (in hours:minutes:seconds)
The average length of an incoming, answered call (in hours:minutes:seconds)

Shows the number of abandoned calls
The longest time a caller waited before abandoning the call (in seconds).
How long the average caller waited before abandoning the call (in seconds).

Shows the number of calls made in the half-hour period
The average duration of each call (in hours:minutes:seconds)
The total duration of all calls made in that half hour (in hours:minutes:seconds)

The summary line at the foot of the table shows the total number of answered, abandoned and outgoing
calls included in the report, as well as the average and maximum ring times and the total and average

duration of calls.
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Top Calls

Introduction
Quickly identify the top calls in terms of cost or duration, for your whole organisation, or a specific group

of extensions. This is useful for uncovering abuse or for identifying who is making expensive types of
calls, for example calls to Directory Enquiries.

Running the Report

On the Reports screen, click on the Top Calls Report in the reports list, and the following report selection
criteria window appears:

Top Calls Report Expand/Collapse Al Filters Schedule | RunNow
Preset Last Month VI From 00:00:00 Show the top 100 calls
To 23:59:59
Date (from)
Date (to)
User Group =
p - p
Wapping Accounts New Lines
Alarm
All Departments LI

Extension(s call Type | (Al call types) ~| Order
Results by Cost v
User(s Carrier

Numbering =
Carrier v
Dialled Number(s

Caller ID(s

Select a report period

You need to select a time period for which you want the report to produce information for. You can select a
pre-set period from the drop-down list as shown below:

Report Period

Preset Last Month |

Today
Date (from) Yesterday
LastWeek
‘Last Month
This Year
All Dates
A Custom Period

Date (to)

The default is set to Last Month (the period from the first day to the last day of the previous calendar
month, and NOT the last 30 days).

To select a period of your own, choose Custom Period from the list, then enter your start and end dates
and times in the boxes provided:
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Report Period

Preset IA Custom Periodﬂ
Date (from) |0a October 2008 E
Date (to) 08 November 2006 [

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From 00:00:00
To 23:59:59

Ranking (optional)
You can determine how many calls you want to report on. The default is 100, showing the top 100 most

expensive or longest calls. You can, however, choose to change this default to show any number you like
e.g. 20, 50, etc.

Ranking
Show the top 100 calls

Choose a site to report on

If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

5]
=
i

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce a summary of all user groups, along with their summary
information.
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User Group

Accounts
All Departments
DealerSupport |

Select a Trunk Group

You can shortcut the trunk group summary by explicitly choosing a trunk group from this list. Leave at
the default selection (All groups) in order to produce a summary of all trunk groups, along with their
summary information.

Channel Group

[J
New Lines

Choose a particular Extension

To find out the call geography profile of calls made by one extension in particular, type that extension's
number in the box provided. If you want to report on more than one extension you can comma separate or
for a range of extension separate with ‘-° as shown below:

Extension(s’ 2691, 2692, 2693-269

Select a User Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

User Nameis) I

Choose call type

Select the types of calls you're interested in. If you choose to report on the top 50 longest calls (not cost),
for example, you may want to look at outgoing calls only.
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Options =

Call type

| (Al call types) ~|

All Outgoing calls
OQutgoing Transferred calls

All Incoming calls

Incoming answered only

Incoming answered transferred only
Abandoned calls only

Abandoned, transferred calls only
All Internal calls

PBX Feature calls

Order the report differently (optional)

You can order the report either by cost or duration. The default order is cost, showing the top 50 most
expensive calls. You can, however, choose to see the top 50 longest calls by selecting Duration from the
drop-down list:

Qutput =

Order
Results by ICDSt _'_]

Date & Time
User Group
User Name
User

Line Group
Line Name
Line Number
Account Code

Site
Dialled Number «

Carrier

Choose calls made with a specific carrier

You can run the report for calls made via a particular carrier. This would allow you to compare calls made
and call get an overview of destinations and costs involved.

Cost Options =

Carrier (All Tariffs) v

Numbering

Filter by dialled number(s)

You can choose to run the report using data from calls made to a particular dialled number. This can help
when deciding if you need to make special arrangements for dialling certain numbers e.g. mobiles. Another
example, let's suppose you have a major client with several members of staff dealing with their account at
all times , You would enter the number of the office (or the first 6 or 7 digits if calling a range of DDI’s) in
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to the Dialled Number box. The resulting report will show you how many trunks where busy at any one
time making calls to your clients office. You could use this information in conjunction with a Custom
Report, and specify the same number of your clients office, to show you how much it is currently costing
you to call the clients office. Taking into account other charges such as line rental, you could then make an
informed decision as to how best to serve this client and accurately cost for your services in terms of time
and cost.

The number you enter can include wildcards, (e.g. 07, 0118%* or 0161 500 5%)

Dialled Number(s I

Filter by caller ID(s)

You can choose to run the report using data on calls received from a particular number(s). This will show
the amount of incoming, outgoing and unanswered calls from any clients number and can help when
deciding how much to charge for certain contracts e.g. support contracts. This option becomes a very
powerful decision making aid once you identify how much time is spent talking to certain clients.

Caller ID(: [

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.

| RunNowl:l
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Top 50 Calls - The Results

Top Calls Report

Report Period
Time range
Site

User Group
Channel Group
Call Type

01 October 2006 to 31 October 2006

00:00:00 to 23:59:59
All Sites

All Groups

All Groups

All Call Types

09 November 2006 19:47:14

Wapping
Wapping
Wapping

Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping

10/10/2006
16/10/2006
06/10/2006

25/10/2006
31/10/2006
04/10/2006
12/10/2006
04/10/2006
28/10/2006
12/10/2006
23/10/2006
30/10/2006
18/10/2006
27/10/2006
11/10/2006
10/10/2006
17/10/2006
13/10/2006
05/10/2006
16/10/2006

111 2691
139 2691
14l 2697
144 2691
158 2691
118 2693
134 2691
151 2695
114 2699
124 2691
139 2691
155 2691
135 2693
135 2696
14l 2693
122 2697
$57 2695
151 2693
158 2696
146 2696

estination

Switzerland
Switzerland

Falkland
Islands

London
London
London
Watford
Torquay
Orange
London
Switzerland
Switzerland
Vodafone
India
Orange
Ireland
T-Mobile
Denmark
National Rate

Ireland Mobile

Dialled Mumber

004112241820
004112241820
0050076531

02089559038
02074567026
02070981410
01923217232
01803860100
07896415704
02073037000
004112241820
004112241820
07768363302
00912834205280
07980833365
00353539428943
07956452031
004533740724
08701458301
00353879208434

00:
00:
00:

00:
00:
00:
0o0:
0o0:
00:
00:
00:
00:
0o0:
00:
00:
00:
00:
00:
0o0:
00:

Duration

Now @

NOW oW oW W s W W NN NN N N

710
413
270
250
201
197
208
254
959
328
321
400
732
582
395
367

.031

Humber of calls:

The report subscribes to the universal format, including the report's title, a friendly name assigned by you
(if applicable), and the usual reporting period and any extra criteria you selected.

The body of the report is a table showing the top calls, arranged as columns, with the following headers:

Site

Date & Time

User

Destination

Number / CLI

Duration

Cost

The site from which the call was made or received.

The date and time the call was started.

The number and any name of the extension that made or received the call.

Outgoing calls show the destination where the call terminated. Where report is
ordered by Duration, the incoming calls the type may be shown here, eg.
answered, abandoned etc.

For outgoing calls the number as it was dialled is shown. For incoming calls, if
available, the CLI (Calling Line Identification) is shown.

The duration of the call in hours, minutes and seconds format.

For outgoing calls, the cost of the call is shown in the local currency.
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Target Response

Introduction

This report allows you to quickly assess how well a group of extensions (or your whole organisation) is
answered incoming calls within a pre-determined target. It provides a line by line summary of each day
(including or excluding weekends) along with a visual indicator showing what percentage of incoming calls
were answered within your desired target. The default target answer time is 10 seconds, and this can be
changed to suit your requirements.

Running the Report

On the Reports screen, click on the Target Response Report in the reports list, and the following report
selection criteria window appears:

Target Response Expand/Collapse All Filters Schedule | Run Now
Preset Last Month = From 00:00:00
To 23:59:59
Date (from)
Date (to)
)
Wapping Accounts New Llnes
Alarm
All Departments ~|
Numbering and Target =
Extension(s l— Dept Number(s [V Exclude weekend calls
|~ Exclude transferred calls
= l— Threshold seconds

Select a report period

You need to select a time period for which you want the report to produce information for. You can select a
pre-set period from the drop-down list as shown below:

Report Period

Preset Last Month 'I

Today I
Date (from) Yesterday _[-j

LastWeek ===
Catelifo) mmm E
This Year

All Dates
A Custom Period

The default is set to Last Month (the period from the first day to the last day of the previous calendar
month, and NOT the last 30 days).

To select a period of your own, choose Custom Period from the list, then enter your start and end dates
and times in the boxes provided:
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Report Period

Preset IA Custom Period Ll
Date (from) g October 2006 [
Date (to) |08 November 2006 [

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From 00:00:00
To 23:59:59

Department Number

If you would like to monitor the target response time for a specific department, you can enter the
department number here. To report on all departments, leave blank.

Mumbering and Target

Dept Number(s) l

Enter target threshold

When calculating how well your calls are answered, the report takes into account your desired target
response time. This is the time over which calls will be considered ‘out of target’. For example, if you
expect your operators to answer calls within 5 seconds, enter 5 in the box. The report will then show how
operators are meeting this target. If you do not enter a target threshold then the system will use the default
of 10 seconds.

Threshold |1 0 seconds

Choose a site to report on

If your system is set-up for multiple sites, you have the option of selecting a particular site here. Select the
blank line (or leave the box empty) to report on all of your sites.

Site

Wapping
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Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce report on all users.

User Group

Accounts
All Departments
DealerSupport |

Choose a trunk group to report on

You have the option of limiting the report's results to a particular group of trunks, for when you want to see
the target response for a particular group, but don't want the results from other trunks/trunks to distort your
results. Leave blank for all trunks to be included in the results.

Channel Group

New Lines

Choose a particular Extension

To find out the call geography profile of calls made by one extension in particular, type that extension's
number in the box provided. If you want to report on more than one extension you can comma separate or
for a range of extension separate with ‘-° as shown below:

Extension(s’ 2691, 2692, 2693-269

Select a User Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

User Nameis) l

Exclude Weekend calls

Calls made at weekends may distort your result, and you are therefore given the opportunity here to neglect
to take them into account. Tick the box to exclude weekend calls - Saturdays and Sundays will then be
excluded from the report’s results.
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Exclusions

[T Exclude weekend calls

[T Exclude transferred calls

Exclude Transferred calls
Similarly, you can opt to exclude calls that were answered as a result of a transfer from one party to another.

This allows you to concentrate only on those extensions that take calls directly from outside your
organisation, rather than those secondary extensions that receive the call after speaking with another party.

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.

| RunNowtl
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Target Response - The Results

Target Response 09 November 2006 17:22:33
Report Period 01 October 2006 to 31 October 2006

Time range 00:00:00 to 23:59:59

Weekends Included in this data

Transfers Incoming transfers included

Site All Sites

Target Response Time 10 seconds

% out

02/10/2006 Monday 56 89 I | 11 0 56
03/10/2006 Tuesday 73 89 I | 11 4 77
04/10/2006 Vednesday a0 78 || 22 2 a2
05/10/2006 Thursday 63 87 I | 13 2 65
06/10/2006 Friday 69 84 [:— N 16 1 70
07/10/2006 Saturday 1 100 _— 0 1 2

09/10/2006 Monday a9 85 I | 15 1 90
10/10/2006 Tuesday 76 74 | I 26 6 82
11/10/2006 Wednesday 84 82 === 18 1 85
12/10/2006 Thursday 73 al | semmmee s I 19 3 7%
13/10/2006 Friday 66 39 I | 11 0 66
14/10/2006 Saturday 0 0 — 0 1 1

16/10/2006 Monday as 81 |__H| 19 3 a8
17/10/2006 Tuesday 92 36 I | 14 1 93
18/10/2006 Wednesday 77 71 I 29 0 77
19/10/2006 Thursday a7 75 I 25 3 20
20/10/2006 Friday 58 76 | I 24 2 60
23/10/2006 Monday 50 92 I | 8 0 50
24/10/2006 Tuesday a8 82 | N 18 2 90
25/10/2006 Wednesday 99 a0 I | 20 1 100
26/10/2006 Thursday 50 90 I | 10 3 53
27/10/2006 Friday 40 82 I | 18 1 a1
28/10/2006 Saturday 0 0 —1 0 1 1

29/10/2006 Sunday 0 0 — 0 5 5

30/10/2006 Monday 47 91 I | 9 0 a7
31/10/2006 Tuesday 90 30 | e | 20 2 9z

Average over 26 days

The report includes the usual headings, including the report's title, any Friendly Name you assigned to it,
the period of the report, and any options you selected in the report's selection criteria window.

The body of the report consists of a table showing a summary of the handling of your incoming calls on
each day during the period you selected. Each line (or day) shows the following information:

Day The date and day of week

Answered The number of answered calls taken that day

% in Shows the percentage of calls answered within the selected target time

Target Displays a graphical summary showing what proportion of your answered calls

were picked up within the target you set.

% out Shows the percentage of calls answered outside the selected target time
Lost Shows how many calls were lost that day
Total Calls The total number of incoming calls taken that day (answered and lost),
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plus any other incoming-type calls you may have set up on your system.
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Extension Usage Summary

Introduction

This report allows you to view the split between which incoming and outgoing calls were received or made
both internally and externally. Ifa lot of extension to extension calls are made in your organisation, it can
be used to quickly assess the amount of internal versus external call traffic.

Running the Report

On the Reports screen, click on the Extension Usage Report in the reports list, and the following report
selection criteria window appears:

Extension Usage Expand/Collapse All Filters Schedule | Run Now
Preset Last Month = I From 00:00:00
To 23:59:59
Date (from)
Date (to)
2 il User Grou 2
p p
Wapping Accounts New Lines
Alarm
All Departments |
User =
Extension(s I— Dialled Number(s [ Exclude abandoned calls
e I— I~ Exclude transferred calls

Select a report period

You need to select a time period for which you want the report to produce information for. You can select a
pre-set period from the drop-down list as shown below:

Report Period

Preset Last Month ~|

Today |
Date (from) Yesterday el

LastWeek o
Date (to) ‘Last Month E*‘_l
This Year

All Dates
A Custom Period

The default is set to Last Month (the period from the first day to the last day of the previous calendar
month, and NOT the last 30 days).

To select a period of your own, choose Custom Period from the list, then enter your start and end dates
and times in the boxes provided:
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Report Period

Preset |A Custom Period |
Date (from) [0 October 2006 [
Date (to) 08 November 2006 [

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From IDD:DD:DD
To |23:5Q:5Q

Choose a site to report on

If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

Site =

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce report on all users.

User Group

Accounts
All Departments
DealerSupport |

Choose a trunk group to report on

You have the option of limiting the report's results to a particular group of trunks, for when you want to see
the call profile of a particular group, but don't want the results from other trunks/trunks to distort your
results. Leave blank for all trunks to be included in the results.
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Channel Group =

MNew Lines

Choose a particular Extension

To find out the call geography profile of calls made by one extension in particular, type that extension's
number in the box provided. If you want to report on more than one extension you can comma separate or
for a range of extension separate with ‘-° as shown below:

Extension(s’ 2691, 2692, 2693-269

Select a User Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

User Namels) I

Filter by dialled number(s)

You can choose to run the report using data from calls made to a particular dialled number. This could be
used to identify which user had called a particular client.

The number you enter can include wildcards, (e.g. 07, 0118* or 0161 500 5%)

Dialled Number (= f:I

Exclude abandoned calls

You are given the opportunity here to neglect to take abandoned calls into account. Tick the box to
exclude all abandoned calls — these calls will then be excluded from the report’s results.

Exclusions

[T Exclude abandoned calls

[T Exclude transferred calls

Exclude Transferred calls

Similarly, you can opt to exclude calls that were answered as a result of a transfer from one party to another.
This allows you to concentrate only on those extensions that take calls directly from outside your
organisation, rather than those secondary extensions that receive the call after speaking with another party.
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Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.

Run Now[: |
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Extension Usage - The Results

Extension Usage 25 Rpril 2007 22:33:37
Report Date 25 April 2007 22:34:54

Covering Period 16 April 2007 to 22 April 2007

Time range 00:00:00 to 23:59:59

Transfers Included in this data

Abandoned calls Included in this data

Calls In Calls Out
User Group External External Internal Total Calls
Accounts 221 21 62 1.818 304
Alarm 2 4 0 0.120 6
Rll Departments 25 0 0 0.000 25
Boardroom 2 4 2 0.266 8
Development 406 20 166 3.043 592
Fax 24 0 0 0.000 24
Sales 390 40 (1] 6.200 498
Support 688 32 196 7.604 916
Users 17 0 0 0.000 17

Totals:

The report includes the usual headings, including the report's title, any Friendly Name you assigned to it,
the period of the report, and any options you selected in the report's selection criteria window.

The body of the report consists of a table showing a summary of both incoming and outgoing calls, broken
down by each user group. Only External calls In are show against the user group but for Outgoing calls
both internal and external call are shown. We do not show it so it doesn't count twice, because we
don't store the group a call went TO.

Each user group is highlighted as a hyperlink, allowing you to click on each one to find out the same
summary information for each individual user in any selected group. By further clicking on an individual
user, you have the opportunity to view a fully itemised list ofall calls to and from that extension, over the
period of the report that you selected. The summary pages for both user groups and individual users show
the following information:

Extension Usage 25 Bpril 2007 23:20:41
Report Date 25 April 2007 23:20:41

Covering Period 16 April 2007 to 22 April 2007

Time range 00:00:00 to 23:59:59

Transfers Included in this data

Abandoned calls Included in this data

User Group Support

Calls In Calls Out
User Name External Internal External Internal Total Calls
Andy Francis 32 12 19 4 11.158 87
Ricki Bowerman 8 3 12 2 12.279 25
Trevor Dale 78 0 25 24 4.759 127
Totals: 118 15 56 30 28.196 219
Calls In The number of incoming calls to an extension (or user group) split

into internally and externally received calls.
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Calls Out The number of outbound calls made from an extension (or user
group) split into internal and external types.

Cost Shows the cost of the calls made by an extension (or group).
Total Calls The total number of incoming and outgoing calls, both internally and

externally, that were assigned to the user (or group) in question
over the period of the report that you selected.
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Incoming Call Analysis

Introduction

Breaks down your working day into half-hour segments and details important information about your
incoming calls. See how many answered and abandoned calls you take, how long it takes you to answer
them, or how long people are waiting before they give up and abandon the call. These figures are shown as
maximum and averages so you can more effectively plan your staffing requirements throughout each
working day.

Running the Report

On the Reports screen, click on the Incoming Call Analysis Report in the reports list, and the following
report selection criteria window appears:

Incoming Call Analysis Expand/Collapse All Filters Schedule | Run Now
Preset Last Month > I From 100:00200
To 123:59159
Date (from) _l
Date (to)
p p
Wapping Accounts New Lines
Alarm
All Departments |
User =
Dept Number(s I Extension(s Trunk(s
[~ Exclude transferred calls User(s Trunk Name(s)
Account code(s TAC(s

Select a report period

You need to select a time period for which you want the report to produce information for. You can select a
pre-set period from the drop-down list as shown below:

Preset Last Month 'I

Today
Date (from) Yesterday el
LastWeek
iLast Month
This Year

All Dates

A Custom Period

Date (to)

The default is set to Last Month (the period from the first day to the last day of the previous calendar
month, and NOT the last 30 days).

To select a period of your own, choose Custom Period from the list, then enter your start and end dates
and times in the boxes provided:
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Report Period

Preset |A Custom Period |
Date (from) |03 October 2006 =
Date (to) |08 November 2006 [

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From 00:00:00
To 23:59:59

Choose a site to report on

If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

[#3]
=
(1]

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce report on all users.

User Group =

Accounts

All Departments
DealerSupport |

Choose a trunk group to report on

You have the option of limiting the report's results to a particular group of trunks, for when you want to see
the incoming call analysis for a particular group, but don't want the results from other trunks/trunks to
distort your results. Leave blank for all trunks to be included in the results.
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Channel Group =

MNew Lines

Select Department Number

If you would like to see the incoming call analysis for a specific department, you can enter the department
number here. To report on all departments, leave blank. To exclude transferred calls from the report, simply
tick the Exclude transferred calls box.

Options

Dept Nurmber(s) I

[~ Exclude transferred calls

Choose a particular Extension

To find out the call geography profile of calls made by one extension in particular, type that extension's
number in the box provided. If you want to report on more than one extension you can comma separate or
for a range of extension separate with ‘-° as shown below:

Extension(s’ 2691, 2692, 2693-269

Select a User Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

User Nameis) l

Choose calls with a specific Account Code(s)

If you want to produce a bill consisting of all chargeable calls made using a particular account code,
enter the account code in the box.

Account codels)

Trunk(s)

To see an incoming call analysis of calls made to and from any one trunk in particular, type that trunk's
number in the box provided.
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Channel =

Channelis) l

Trunk Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

Channel Name(s) |

Select TAC(s)

You have the option of reporting on Trunk Access code e.g. a calls made with access code 7, 9 etc. Leave
blank for all calls to be included in the results.

TAC(s) [

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.

| RunNowl:l

SpliceLog Pro Call Logging Software
User Handbook — Rev 1.5.0.3 Page 74



Incoming Call Analysis - The Results

Incoming Call Analysis

09 November 2006 21:37:37

Report Period
Site

User Group
Channel Group

Trans fers

0o:

oo

ol:

ol:

0z:

0z:

03:

03:

04:

04:

0s:

0s:

06:

06:

07:

07:

0a:

0a:

03:

03:

10:

10:

1l:

11:

1z:

1z:

13:

13:

14:

14:

15:

15:

16:

16:

17:

17:

1s:

12:

13:

20:

20:

zl:

z1:

zz:

zz:

1

1

01 October 2006 to 31 October 2006
All Sites
A1l Groups
A1l Groups

Incoming transfers included

4 4 00:00: 58 00:00: 53
o o 00:00:00 00:00:00
13 13 00:00:29 00:00:29
zo 7 00:57:57 00:05:04
41 :d 01l:01:36 00:04:87
&1 S 00:40:06 00:08:40
23 7 01:16:18 00:04:38
zl 7 01:01:15 00:06:35
z7 B 00:48:43 00:05:25
43 :d 00:39:21 00:08:42
17 7 00:47:26 00:0%:57
z4 El 01:19:08 00:05:32
zs B 01:03:46 00:05:56
27 7 00:4E: 28 00:04:36
zs S 01:27:03 00:06:31
15 7 01:01:53 00:05:31
zl 7 00:33:38 00:05:42
33 B 00:38:31 00:04:45
27 6 00:33:33 00:05:14
z1 6 00:z3:00 00:04:43
z3 10 00:20:24 00:03:56
14 7 01:25:58 00:14:08
& & 00:09:48 00:09:48
14 14 00:04:21 00:04:21
& & 00:00: 58 00:00: 58
4 4 00:00:10 00:00:10
1z 1z 00:01:46 00:01:46

[z}

[z}

43

47

13

33

za

&0

13

13

[z}

[z}

1}

1}

23:00 - 23:29

The report includes the usual headings, including the report's title, any Friendly Name you assigned to it,

the period of the report, and any options you selected in the report's selection criteria window.

The body of the report consists of a detailed table showing a breakdown of each half-hour timeslot in the
day. The table is arranged loosely into two halves: answered calls and abandoned calls. Each half is
further enhanced to include the following information:

Time Slot

Answered Calls

The time of day in half-hour periods
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Number of calls
Ring Time - Max
Ring time - Ave
Call duration - Max
Call duration - Ave

Abandoned Calls

Number of calls
Duration — Max
Duration — Ave

Shows the number of answered call in the half-hour period

The maximum time a caller had to wait before being answered (in seconds)

The average time a caller waited for an answer (in seconds)

The duration of the longest incoming, answered call (in hours:minutes:seconds)
The average length of an incoming, answered call (in hours:minutes:seconds)

Shows the number of abandoned calls
The longest time a caller waited before abandoning the call (in seconds).
How long the average caller waited before abandoning the call (in seconds).

The summary line at the foot of the table shows the total number of answered, abandoned and outgoing
calls included in the report, as well as the average and maximum ring times and the total and average

duration of calls.

SpliceLog Pro Call Logging Software
User Handbook — Rev 1.5.0.3 Page 76



Custom Report

Introduction

This is the most flexible (and often daunting) report. For those who feel they want more information than

is provided in the in-built reports, you can specify exactly what search terms you want to look for,
including new additions such as CLI (Calling Line Identification) and LCR (Least Cost Routed) calls..

Running the Report

On the Reports screen, click on the Custom Report item in the reports list, and the following report

selection criteria window appears:

Custom Report Expand/Collapse All Filters Schedule Run Now
Preset Last Month vI From 00:00:00
To 23:59:59
Date (from)
Date (to)
Site = [ User Group =
p - p
Wapping Accounts New Lines
Alarm
All Departments LI
User = Account Code =
Extension(s Trunk(s Account code(s
User(= Trunk Name(s
Cost =
TAC(s
Call Timings = Cost
Dt (5 seomn) carer [ 3]
Duration(s LCR Code I_
Call Type =
Response Time (in seconds)
ialled Number(s lﬁ
Dialle: umber! $a|l (All call types) e
Response(s ype
Destination(s)
Caller ID(s

Select a report period

You need to select a time period for which you want the report to produce information for. You can select a
pre-set period from the drop-down list as shown below:

Report Period

Preset Last Month 'l
Today |
Date (from) Yesterday =i

LastWeek I
‘Last Month /
This Year
All Dates
A Custom Period

Date (to)

The default is set to Last Month (the period from the first day to the last day of the previous calendar
month, and NOT the last 30 days).
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To select a period of your own, choose Custom Period from the list, then enter your start and end dates
and times in the boxes provided:

Report Period

Preset |A Custom Period |
Date (from) |03 October 2006 =
Date (to) |08 November 2006 [

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From IDD:DD:DD
To |23:5Q:5Q

Choose a site to report on

If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

[#3]
=
(1

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce report on all users.

User Group

Accounts
All Departments
DealerSupport |

Choose a Trunk group to report on
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You have the option of limiting the report's results to a particular group of trunks, for when you want to see
the incoming call analysis for a particular group, but don't want the results from other trunks/trunks to
distort your results. Leave blank for all trunks to be included in the results.

Channel Group =

MNew Lines

Choose a particular Extension

To find out the call geography profile of calls made by one extension in particular, type that extension's
number in the box provided. If you want to report on more than one extension you can comma separate or
for a range of extension separate with ‘-° as shown below:

Extension(s’ 2691, 2692, 2693-269

Select a User Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

User Name(s) I

Specify a call duration range (optional)

You can report on calls of a certain call duration. In the fields supplied, enter the duration in hours,
minutes and seconds (hh:mm:ss).

Call Timings

Duration (in seconds)

Duration(s) I

Specify a response time range (optional)

You can report on how quickly your incoming calls are answered by specifying the exact response time
range here. In the box supplied, enter the response time in seconds

Response Time (in seconds)

Response(s) I

Choose a Trunk(s) to report on

To see a calls made to and from any one trunk in particular, type that trunk's number in the box provided.
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Channel =

Channelis) I

Choose a Trunk Name(s) to report on

You may want to concentrate on a specific person; in this case, enter the name of the person here.

Channel Name(s |

Select a TAC(s)

You have the option of reporting on Trunk Access code e.g. a calls made with access code 7, 9 etc. Leave
blank for all calls to be included in the results.

TAC(s) |

Choose calls with a specific LCR code
You can run the report for calls made using indirect access to a particular carrier. You may want to see

what types of calls are being routed through that carrier, and in this case you would enter the prefix digits
for the carrier in question, e.g. 'Access Eurobell's prefix is 1452,

MNumbering =

LCR Code |

Filter by dialled number(s)

You can choose to run the report using data from calls made to a particular dialled number. This can help
when deciding if you need to make special arrangements for dialling certain numbers e.g. mobiles. Another
example, let's suppose you have a major client with several members of staff dealing with them at all times
, You would enter the number of the office (or the first 6 or 7 digits if calling a range of DDI’s) in to the
Dialled Number box.

The number you enter can include wildcards, (e.g. 07, 0118%* or 0161 500 5%)

Dialled Number (s I

Filter by Destination

You can run this report for the same reasons above but for more than one number, or to determine whether
it would be cost effective to set up a special arrangement with a carrier servicing the region you call most
often. Location names can include wildcards (e.g. Manche *)

Used in conjunction with the Call Locations feature (see later), this option becomes a very powerful
decision making aid.
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Destination (=) |

Filter by caller ID(s)

You can choose to run the report using data on calls received from a particular number(s). This can help
when deciding how much to charge for certain contracts e¢.g. support contracts. This option becomes a very
powerful decision making aid once you identify how much time is spent talking to certain clients.

Mumbering =

Caller ID(s] l

Choose calls with a specific Account Code(s)

If you want to produce a bill consisting of all chargeable calls made using a particular account code,
enter the account code in the box.

Account code(s) I

Choose call type

Select the types of calls you're interested in. If you choose to report on the top 50 longest calls (not cost),
for example, you may want to look at outgoing calls only.

Call type

[ (Al call types) |

(Al call types
All Outgoing calls
Qutgoing Transferred calls

All Incoming calls

Incoming answered only

Incoming answered transferred only
Abandoned calls only

Ahandoned, transferred calls only
All Internal calls

PBX Feature calls

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.

| RunNowl:l

Custom Report - The Results
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/l Report : Call Selection Detail

Call Selection Detalil

Report Date
Covering Period
Extension range

27 September 2001 14:45:31

10 May 2001 to 27 September 2001

ito1

Date & Time

22{05/2001 09:40:12
22/05/2001 09:40:12
22/05/2001 09:41:24
22{05/2001 09:41:02
22/05/2001 09:42:24
22/05/2001 09:42:06
22{05/2001 09:42:06
22/05/2001 09:42:26
22/05/2001 09:42:26
22{05/2001 09:43:10
22/05/2001 09:43:10
22/05/2001 09:45:04
22{05/2001 09:45:11
22/05/2001 09:45:11

Extension

Destination

Dialled Number

Duration

4 Back I

22/05/2001 09:46:26

22UAC 0N ANAE2E

1 {Extn 1) (transfer answered) 00:02:02 £0.000
1 (Extn 1) [Extn 2034] 2034 00:00:04 £0.000
1 (Extn 1) [Extn 2704] 2704 00:00:01 £0,000
1 {Extn 1) (transfer answered) 00:03:14 £0.000
1 (Extn 1) [Extn 2219] 2219 00:00:01 £0.000
1 {Extn 1) (transfer answered) 00:02:20 £0.000
1 {Extn 1) [Extn 2346] 2346 00:00:02 £0.000
1 {Extn 1) (transfer answered) 00:02:31 £0.000
1 (Extn 1) [Extn 2017] 2017 00:00:02 £0.000
1 {Extn 1) (transfer answered) 00:02:15 £0.000
1 {Extn 1) [Extn 2421] 2421 00:00:02 £0.000
1 (Extn 1) [Extn 2570] 2570 00:00:01 £0,000
1 {Extn 1) (transfer answered) 00:03:35 £0.000
1 {(Extn 1) [Extn 2574] 2574 00:00:03 £0.000
1 {Extn 1) (transfer answered) 00:02:26 £0.000
1 {Cakm 1% Cukm 22007 2900 ANt el e W alalnl LI
Close | Save | Print I Fwd b I

The header contains the date and time the report was generated, the period the report covers, and an
indicator for each of the report's criteria that you selected, if any.

The report consists of a single table housing all of the calls that matched your selection criteria. Each
column of the table is described here:

Date & Time

Extension

Destination

Dialled Number

Duration

Cost

Shows the date and time the calls was started.
The extension number (and the name of the extension in brackets).

For outgoing calls, shows the destination of the call; for other calls, shows the
type of call, eg. unanswered, abandoned, internal, feature call.

Shows the number that was dialled, in the case of an outgoing or internal call.
Shows the duration of the call in hours, minutes and seconds.

Shows the cost of the call.

In addition, at the foot of the table, totals are provided where applicable.
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Account Summary

Introduction

This report allows you to produce a summary of all calls sorted by Account code. It is a useful reference
document for sites where you need to cost calls back to account codes.

Running the Report

On the Reports screen, click on the Account Summary item in the reports list, and the following report
selection criteria window appears:

Account Summary Expand/Collapse All Filters Schedule | RunNow
Preset Last Month v From IOO:OO:OO
To |23:59:59
Date (from) _l
Date (to) _l
D p
Wapping Accounts New Lines
Alarm
All Departments |
User =
Account Code(s I Extension(s I Cost I
User(s I Charge Bandl
Carrier vl

Select a report period

You need to select a time period for which you want the report to produce information for. You can select a
pre-set period from the drop-down list as shown below:

Report Period

Preset Last Month ~|
Today I

Date {from) Yesterday el
LastWeek =

Biate leo] Tast Month | B
This Year
All Dates

A Custom Period

The default is set to Last Month (the period from the first day to the last day of the previous calendar
month, and NOT the last 30 days).

To select a period of your own, choose Custom Period from the list, then enter your start and end dates
and times in the boxes provided:
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Report Period

Preset |A Custom Period |
Date (from) |03 October 2006 =
Date (to) |08 November 2006 [

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From 00:00:00
To 23:59:59

Choose a site to report on

If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

[#3]
=
(1]

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce report on all users.

User Group =

Accounts

All Departments
DealerSupport |

Choose a Trunk group to report on

You have the option of limiting the report's results to a particular group of trunks, for when you want to see
the incoming call analysis for a particular group, but don't want the results from other trunks/trunks to
distort your results. Leave blank for all trunks to be included in the results.
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Channel Group =

MNew Lines

Choose calls with a specific Account Code(s)

If you want to produce a bill consisting of all chargeable calls made using a particular account code,
enter the account code in the box.

Account code(s) I

Choose a particular Extension

To find out the call geography profile of calls made by one extension in particular, type that extension's
number in the box provided. If you want to report on more than one extension you can comma separate or
for a range of extension separate with ‘-° as shown below:

Extension(s’ 2691, 2692, 2693-269

Select a User Name(s)

You may want to concentrate on a specific person; in this case, enter the name of the person here.

User Nameis) I

Select Cost

You can enter a cost option in the form 00:00 in the box below to search for all calls above this cost.
e.g. calls above £5 would be 05:00

Choose calls made with a specific carrier

You can run the report for calls made via a particular carrier. This would allow you to compare calls made
and call get an overview of destinations and costs involved.
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Cost Options

Carrier (All Tariffs v

ChargeBand is the band used to cost the call - direct from the tariff table - eg. UKNAT = UK National.

Charge Band

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now

button.
Run Now[: |

Account Summary — The Results

Account Summary

14 November 2006 11:03:39

Report Period 01 October 2006 to 31 October 2006
Site 411 Sites
User Group All Groups
Channel Group 4l1 Groups

Account Carrier Chargeband
Wapping 2682 BT National
Wapping 1329 BT Other
Wapping 4389 BT Local
Wapping 2374 BT Personal/Mobile
Wapping 1712 BT International

Total Duration Total Cost
31:39:06 128.088
01:08:18 0.600
01:46:38 3.786
08:26:23 62.107
02:36:12 42.286

45:36:37 236.867
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First & Last Calls

Introduction

This report shows the first and last call for each extension. It allows you to get an idea of when users take
their first call and make their last call each day.

Running the Report

On the Reports screen, click on the First & Last Calls item in the reports list, and the following report
selection criteria window appears:

Sl)li 09 WY Statistics F Live Call View Search the Directory I Search I
First & Last Calls Expand/Collapse Al Filters Schedule | Run Now
Report Period Time of Day
Preset Last Month % From 00:00:00
To 23:59:59

Date (from)

- - |

Date (to)

Site = User Group Channel Group

N
Wapping Accounts New Lines
Alarm testgsgd
all Departments ﬂ

Select a report period

You need to select a time period for which you want the report to produce information for. You can select a
pre-set period from the drop-down list as shown below:

Report Period

Preset Last Month ~|

Today I

Date (from) Yesterday _.E:j
LastWeek T

Lateitto) ke

This Year

All Dates

A Custom Period

The default is set to Last Month (the period from the first day to the last day of the previous calendar
month, and NOT the last 30 days).

To select a period of your own, choose Custom Period from the list, then enter your start and end dates
and times in the boxes provided:
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Report Period

Preset |A Custom Period |
Date (from) |03 October 2006 =
Date (to) |08 November 2006 [

Select Time of Day

You have the option of running the report for a specific time of day e.g. from 18:00 to 23:00. To do this,
enter in the time you would like to run the report from in the ‘From’ field and the time you would like to
run the report to in the ‘To’ field. To report for all times, leave settings at the default as shown below:

Time of Day

From 00:00:00
To 23:59:59

Choose a site to report on

If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

[#3]
=
(1]

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce report on all users.

Accounts
All Departments
DealerSupport ~|

Choose a Trunk group to report on

You have the option of limiting the report's results to a particular group of trunks, for when you want to see
the incoming call analysis for a particular group, but don't want the results from other channels/trunks to
distort your results. Leave blank for all trunks to be included in the results.
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Channel Group =

MNew Lines

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now

button.

| RunNowl:l

First & Last Calls — The Results

First & Last Calls

Report Period

Site

User Group
Channel Group

01 October 2006 to 31 October 2006

A1l Sites
All Groups
All Groups

15 November 2006 00:01:47

Sunday 0171072006

Wapping

Monday 0271072006

Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping
Wapping

Tuesday

Wapping
Wapping

Wapping

0371072006

2698

2601
2690
2691
2693
2694
2695
2696
2697

2601
2691
2693

Ajith Rupasinghe

Fax

Aarti Rajee
Ricki Bowerman
Andy Francis
Craig Milliner
Sam Bremner
Prakash Patel
Kay Tobin

Fax
Ricki Bowerman

Andv Francis

0o0:

13:
17:
09:
11:
09:
09:
09:
14:

13:
09:
09:

46:

54:
25:
07:
45:
18:
56:
55:
05:

12:
06:
16:

50

0o0:

13:
17:
17:
17:
16:
17:
17:
14:

13:
17:
17:

46:

54:
25:
13:
48:
57:
46:
38:
05:

37:
03:
31:

50

47
47
21
36
33
08
36
35

26
08
41

v
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Inbound Call Performance

Introduction

This report provides a summary of the inbound call performance for the period selected. It shows the
volume of calls answered and abandoned and breaks them down into periods of less than 15 seconds, 15-30
seconds and over 30 seconds.

Running the Report

On the Reports screen, click on the Inbound Call Performance item in the reports list, and the following
report selection criteria window appears:

Spli 09 W Statistics F Live Call View Search the Directory I Search l

Inbound Call Performance Expand/Collapse Al Filters Schedule | Run Now

Choose a month (optional)

Year 2006 Manth =

Channel Group

p N
Wapping Accounts New Lines
Alarm testgsgd
All Departments L‘

Analyse which year?

You need to enter the year you would like to analyse into the box below:

Analyse which year?

Year [2006

Choose a month (optional)

You can choose a month from the drop-down menu or leave it blank (default) to produce a report for all
months.

Choose a month {optional)

Month | - ]

January
February
March

april

May

June

July

August b
September
October ¥,

Choose a site to report on
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If your system is set-up to administer multiple sites, you have the option of selecting a particular site here.
Select the blank line (or leave the box empty) to report on all of your sites.

Wapping

Select a User Group

You can shortcut the user group summary by explicitly choosing a user group from this list. Leave at the
default selection (All groups) in order to produce report on all users.

User Group

Accounts
All Departments
DealerSupport |

Choose a Trunk group to report on

You have the option of limiting the report's results to a particular group of trunks, for when you want to see
the incoming call analysis for a particular group, but don't want the results from other channels/trunks to
distort your results. Leave blank for all trunks to be included in the results.

Channel Group

New Lines

Creating the Report

When you have chosen a reporting period, and are happy with your selections, click on the Run Now
button.

| RunNowtl

Inbound Call Performance — The Results
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Inbound Call Performance 09 November 2006 23:12:44

Selected Year 2006
User Group All Groups
Channel Group 4ll Groups

2006 CALL VOLUMES ANSWERED CALLS ABANDONED CALLS

RESPONSE TIME (secs) DURATION (secs)
T 5
August 801 755 46 710 (94%) 41 (55) 4 (1%) 35 {(76%) 4 (9%) 7 (15%)
September 1110 1060 50 1019 {96%) 37 (3%) 4 - a1 (82%) 4 (8%) 5 {10%)
October 1395 1349 46 1268 {94%) 76 (6%5) 5 - 34 (745) 7 {15%) 5 {11%)
Noveuber 423 396 27 381 {96%) 11 (3%) 4 (1%) 23 {85%) 3 {11%) 1 (4%)

3729 3560 169

Call Volumes

Total Shows the total number of answered calls for the month
Answ This shows the total number of answered calls for the month
Aban Shows the total number of abandoned calls for the month

Answered Calls Response Time (secs)

<15 Shows the numbers of inbound calls answered in less that 15 seconds
15-30 Shows the numbers of inbound calls answered in between 15 and 30 seconds
30+ Shows the numbers of inbound calls that took longer than 30 seconds to answer

Abandoned Calls Response Time (secs)

<15 Shows the numbers of abandoned calls that lasted less that 15 seconds
15-30 Shows the numbers of inbound calls that rang for between 15 and 30 seconds
30+ Shows the numbers of inbound calls that rang for longer than 30 seconds

The summary line at the foot of the table shows the total volume of calls, the total number of answered
calls and the total number of abandoned calls. It also shows the total volume of both answered and
abandoned calls for each of the response times i.e. under 15 seconds, 15-30 seconds and above 30 seconds.

SpliceLog Pro Call Logging Software
User Handbook — Rev 1.5.0.3 Page 92



Splicecomg

SpliceCom Limited The Hall Business Centre, Berry Lane, Chorleywood, Hertfordshire WD3 5EX
Tel: 01923 287700 Fax: 01923 287722 Email: info@splicecom.com Website: www.splicecom.com




