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OpensScape Contact Center
Reporting
You can only manage what you can measure
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SIEMENS

OpenScape Contact Center Reporting: Overview

= Report Center is used to create, view, and
manage real-time and historical reports

= Unified within the OpenScape Contact Center
Manager Desktop

= Powerful yet flexible reporting interface

= Point-and-click to define a virtually
unlimited number of real-time,
cumulative and historical reports

= Built-in analytic model predicts trends @
In operating conditions to improve decision
making

= Configurable alarms and notifications
alert managers in real-time, should their
intervention be required
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SIEMENS
Report Center

] Manager - OpenScape Contact Center Enterprise
File Edit View
J ] Q D X | 56| 40 | 20, © &% administration Center @ Broadcast Center

Go Tools Actions Windows Help

= OpenScape Contact Center Report Center
Is a fully unified module of the OpenScape
Contact Center Manager Desktop

M;;I Report Center hd

— @) User reports are real-time, cumulative, or historical re
&¥ Administration Center )

B8 Broadrast Center

|| ‘ ¥ Report Center | — Tre
o o o : - \ y
| ASS I Sts I n m an ag I n g d ay—to —d ay CO ntact ixtt=Resian Cenfer ':5 Aktueller Benutzerstatus Real-Time
. #$ Telephony Center .:\m Benutzerauslastung: Termine Historical
O REPOT TS TOT APPOTTOTETTE =] - . . " -
- % 3 Real-Time User Resolution Report  Real-Time
Ce nte r 0 pe ratl 0 n S il Reports for Services -_rzﬂ Summenreport: Alle Agenten Cumulative
Bk Liser by queue Histarical
™ I ntu itive Vi S u al i n te rfac e for d efi n i n — :i User By Queue Historical Report Historical
! g --if’ Scheduled {4 User Performance Report Historical
H H H H B Queued (% User Resolution Report Historical
a VI rtu al Iy u n I I m Ited n U m ber Of re al 'tl m e y g Failed Ei User Resolution Report: Services Histarical
= )
. . . a User Status Report Real-Time
cumulative and historical reports G user Staus Report - cumuatve  Cumate
; 4 k.4 User Status Report: Appointments Real-Time
. . . . - i '_r) User Summary Cumulative Report  Cumulative
= Report templates simplify customization & Catboce retonca

;_l. Queues

Bl Destinations

i-:_‘\ Wrap-up Reasons
1;2‘ User State Reasons

programming skills or an external i stes
report writer
My Shortcuts b
t’} Contacts i'
L_‘_, Queues
1__; Report Views

= Report customization does not require

'_L User State Reasons
Bl Users

Bl virtual Groups

L % \Wrap-up Reasons j

14 Items
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Report Types

Report Center provides the following report types in a
consolidated, visual user interface:

March 2010
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Real-Time Views: Current status of
resources like users or contacts

Cumulative Reports: Accumulated
statistics over the last 24 hours

Historical Reports: Statistical data
for a defined time range em K

Activity Reports: Detailed queries on
activities for individual users or sources

Site Reports: Real-time views of the status
of networked contact center sites
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SIEMENS
Report Types by Resources

Groups/

Desti- Wrap-up User State

Users Virtual Contacts Callbacks Queues :
nations Reasons Reasons

Groups

o  © o o ©

Cumulative & & V) ] 9 @9

9 9 9 9 % 9 9 o

Activity Reports By agent, by source, and on scheduled callbacks
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Defining
Reports
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SIEME

Defining Real-Time Views

NS

= Real-time views are easily defined in Report  CiEEEE——— 21
Center’s user friendly interface General l Cnntentl Columnsl Schedule OU'II:"-I'II
\%l ) Set the oukput of this report
= Managers are guided step by step through Defaul Output Settings | =
- wy . ukput Falder: eport Inbo -
the report definition: S e
Qubput mode: |\-'|ew repotk j
= Enter name and description for the report, zﬁtﬂjjf“‘”gs — 5
choose report type (real-time), and display
Opt|0ns (table andlor Chart) Frinter name: |Micrnsnft Office Document Image \Wriker ﬂ
Advanced. ..
= Point-and-click to select the content to be
Included in the real-time view
= Point-and-click to select all data columns to be
Included in the real-time view
= Choose display options for graphical view
= Select output option: Print, Export, View, E-mail
ol I Cancel
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Locations and Time Zone Definition

= Historical reports can be generated based
on the time zone of the Local site (default)
or on the Manager’s location for the
following reports:

= Agent report
" Agent state reason report
= Wrap-up reason report
= The ‘location’ column is available in real-
time, cumulative, and historical reports

= Select the time zone of any site in your
network

= Other historical reports (Group, Callback,
etc.) are based on the Local site’s time
zone

SIEMENS

._:I_; User Report: TestReport

General ] Conkent Columnsl Schedule ] Oukput ]

g

B =Y

Columns

Select the columns ko display in khis report

Report on: All Ackivity

Calurnn
Hame
[ 1

izatmn

[ First Logon
] Firsk Logged on Media
[] Last Logaff
[ Last Logged off Media
] Al
[ Routed
[] Direct
[ Direct E-mail
|:| Direct Internal

Select all | Clear all |

Sork

Cakegory

Initiated
Initiated
Initiated
Initiated
Initiated

Showe selected onby: [

e
>

Sark by: |Name

ﬂ 05 i

Sart arder: |Ascending

jus -

o]4 | Cancel |

End irme:

Use kime zone of;

17:00 i [~ End of Day

|Lu:u:a| sike j

Hlocal site

[ "
|User location

L[

OF | Cancel

March 2010 Copyright © Siemens Enterprise Communications GmbH & Co. KG 2010. All rights reserved.
Page 8 Siemens Enterprise Communications GmbH & Co. KG is a Trademark Licensee of Siemens AG




Thresholds, Alerts and Notifications

= Flexibly define thresholds and alerts for
real-time and cumulative views
= Example: Threshold settings in the
Agent Status real-time report
= Point-and-click to apply thresholds to
agents
= Multiple thresholds per agent can be
defined
= Choose applicable threshold statistics
from dropdown menus
= Configure values and alerts (audio
and/or visual) in an intuitive interface
March 2010
Page 9

SIEMENS

& User Report: User Status Report

General l Content] Columns  Threshalds l Chart l CQutput l

= z‘% Set the thresholds for this report
Defined Threshalds
Active | Name / Threshold Data -
[ Bel, suzanne State Excluding Direct Contacts. .. - ]
[0 Braun, Theo State Excluding Direct Contacts. .. - |
[ Brenner, Susanne  State Excluding Direct Contacts. .. - |
Brown, Theo State Excluding Direct Contacts. .. - |
[ Felner, Margot State Excluding Direct Contacts. .. - |
[]  Folger, Maggie State Excluding Direct Contacts. .. = ¢
[ Goodman, James  State Excluding Direct Contacts. .. - |
[ miter lakoh tate Evcluding Direct Contarts, |, (= |
% Variable Threshold e aom
S0 =
General Threshalds <., (=]
— - |
¥=2=s Configure threshold for the variable statistic =2
- a‘& g a
Summiary = |
- |
Qwver 07:30 - | =
Cwver 05:00 L
>
Activity ow active only: [~
Range: |High ﬂ
Active: v
= Cancel
Threshold: 10:00 j mm:ss :I 4
Action: [~ Log alarm to System Messages window
W Change color j
W Play a sound file
[c: WINDOWIS\Media\chord.wav 5]
OK | Cancel |
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Defining Cumulative Views

= Defining cumulative views is similar to
defining real-time views

= Guides you step by step through the report
definition:

March 2010
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Enter name and description for the report,
choose report type (cumulative), display
options (table and/or chart) and report range
and interval

Point-and-click to select the content to be
included in the cumulative view

Point-and-click to select all data columns to
be included in the cumulative view

Choose display options for graphical view

Select output option: Print, Export, View, E-
mail

SIEMENS

[ Queue Report: All Contacts for Current Shift

General] Cnntent] Columns ] Thresholds | Chart Output I
{5 1 Set the output of this report

Default Mode

{* View report on screen

" Print report to selected printer

" Export report to selected file and format

Settings

fou must specify a printer or filename for a printed or exported report

Printer name: |

File name: |

Format: |

Report Folder Options

Ll & Ll

Qutput folder: |

Advanced...

L

Cancel
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Built-in Analytic Model: Trend Lines

SIEMENS

.,_" Queue Report: All Contacts for Current Shift
= For cumulative views, managers can define el oo o
trend lines ”ﬂ

o . Statistic: |Recei'-.'ed - al ﬂ

= Trend lines allow comparing current I ]
cumulative data with historical data e b

= Allow managers to anticipate contact center rectry =l

Line style: |Sm00th ﬂ

operations and plan accordingly
= Choose “Show Trend” and determine the base of

Line color:

| e -

comparison: Yesterday / Same Day Last Week
= Determine line style and color, indicate whether W—‘
to display data points ;I UUU
= Use Preview to check on the definition / make
adjustments if necessary E| ——
March 2010 Copyright © Siemens Enterprise Communications GmbH & Co. KG 2010. All rights reserved.
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Defining Historical Reports

= Defining historical reports is similar to
defining real-time and cumulative views

= Guides you step by step through the historical
report definition:

March 2010
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Enter name and description for the report,
choose report type (historical), display options
(table and/or chart) and report range and interval

Point-and-click to select the content
to be included in the historical report

Point-and-click to select all data columns
to be included in the historical report

Choose display options for graphical view

Select output option: View on Screen, Email,
Print or Export (Excel, HTML, PDF, txt)

SIEMENS

£d, Virtual Group Report: Virtual Group Summary Historical

General l Content l Columns ] Chart l Schedule  Qutput
" '_ Set the output of this repart
"ﬁ:#

Default Mode

" View report on screen

" Print report to selected printer

{# Export report to selected file and format

Settings

You must specify a printer or filename for a printed or exported report

Printer name: |'-.'-.thoc 104a\erox WorkCentre Pro 65 PCL ﬂ
File name: |G|'0L||:SL|mma|";Hist0rica|| e
Format: |Microsof‘t Excel Workbook (*.xls) ﬂ

Report Folder Options
Qutput folder: |Repo|‘t Inbox ﬂ

Advanced...

OK | Cancel
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Historical Report Ranges

- Managers have multlple OptlonS for Eﬁ\-"irtll..llal Group} Report'.]\"irtual (ISroup STmmary Historical
. . . . General | Content | Columns | Schedule | Output
determining the report range of historical G comaredeta or trerepr
re p O rtS Report
. . Mame: |'-.'i|'tL|aI Group Summary Historical
= Report Center provides predefined report e
ranges to simplify report definition:
) ) Owner: |Administ|'ator. Master ﬂ
= Yesterday, this week, last week, this month, last e
m O n t h Type: |Historical ﬂ
. Include: ¥ Table [ Chart
= The Custom option allows managers to set any e o =
other report range using a convenient point-and- Startdate: [edresday, e 14,206 =]
click interface for defining Start and End dates £nc date: [Swcay , iy os,a06 ]
- g A Interval: <Monex -
= Report intervals determine the granularity of T
data displayed in the report: - b
= 15 Minute, Hourly, Daily or Weekly o | cone
March 2010 Copyright © Siemens Enterprise Communications GmbH & Co. KG 2010. All rights reserved.

Page 13 Siemens Enterprise Communications GmbH & Co. KG is a Trademark Licensee of Siemens AG



Scheduling Historical Reports

Managers schedule the execution of reports
In an easy-to-use interface

= Choosing the scheduling option “Now” will
execute the historical report immediately

= Scheduling a report for “One Time” execution
allows mangers to determine any day and
time in the future to execute the report

= With the option “More Than Once”, managers
can run historical reports on a daily, weekly or
monthly basis

March 2010

SIEMENS

£d, Virtual Group Report: Virtual Group Summary Historical

General l Content l Columns ] Chart Schedule lOutput l

\F 7 Use to schedule to print the report.
1
When
Run the report: More Than Once ﬂ
How Often
(+ Daily Day: Sunday
v Monday
™ Weekly Tuesday
v Wednesday
™~ Monthly Thursday
| Friday
Saturday
Time: 0730 j
For How Long
(¥ Forever
™ Custom
Start: | ﬂ
End: | ﬂ
Submit Ta Scheduler
OK | Cancel |

Copyright © Siemens Enterprise Communications GmbH & Co. KG 2010. All rights reserved.
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Defining Reports for E-mail

= \When the email output report is
selected an email template is
presented

= The ‘From’ address is pre-
populated with the logged on
user’s settings

= The To, Cc, and Bcc fields may be
populated by typing or by using a
directory

= Subject and Message fields are
free form text

SIEMENS

General I Contenkt I Columnns | Schedule  Cutput |

i L Setthe output of this repork
r%:-;i

—Default Output Settings

Qutput Folder: IRepu:urt Inbox

Output mode: I‘v'iew repork

—Cutput Mode Settings

Output mode: IE—maiI report j

From: emaili@address.com

0 |cust0mer@cumpany.cnm

: |

i

Bec... I
Subject: I
Message: Iy e-mail signaure ﬂ
Farmat; IMicrnsnFt Excel Workbaook (*.xls) j
File narme: I

advanced. .. |
Ok I Cancel |
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Viewing
Reports
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Real-Time Viewer

= View real-time and cumulative
reports in the Real-Time Viewer
= Displayed as a separate window
= Allows managers to work in other
parts of the application without
closing report views
= Combine up to four real-time
and cumulative reports into one
report view
= Define a virtually unlimited
number of views
= Access different views using
tabs in the Real-Time Viewer
March 2010
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i Real-time Viewer

Ele View Tools Actions Help

Bl=Rd - 1 RS E-IEY

Report Views
&) Appointments.

8 services

I scheduing Exams

53] Queue Summary Cumulatr

@ | £ split Horizontally [T] Splt Vertically 3/ | @ CloseTab _
1) Appointments &3] Muktmedia View | i) Queue Summary Cumulative Report
Active Contacts

4

3 3

1L IRl Rp—

° 0
& P P &

Contacts

& & & @ & P
éaff”yé» €& Y
i ?éﬁob"‘“\ & é«fi@f & &

&

&

Prio...
...
80
50
S0
S0
70
50
70
S0
nts 50
Callback Appointm.. 20:5¢ S0

SIEMENS

er Sur
70
60 —e
%2
0
5
§ 3
3
3
10
0
16:1S 16:30 16:45 17:00 17:1S 17:30 17:45 18:00
>
Total Time Offered H.. »~
Name ik
Loggedon | "N | poed RowedO... Rot
Jennings, Leske 00:30:22 9.7 3 0
16:15|  00:13:39 795 2 0
16:30| 00:15:00 9.8 1 0
16:45| 00:01:43 100.0 0 0
Long, Debbie 00:10:09 9.8 0 0
16:30|  00:08:26 9.8 0 0
16:45| 00:01:43 100.0 0 0
Miler, Thom 00:26:34 0.0 0
16:1S| 00:09:51 0.0 0 0
16:30|  00:15:00 0.0 0 0
16:45| 00:01:43 0.0 o 0
Timmins, Joa “Q, 0.0 0 0
0.0 0 0
nn f n ¥
e A\ 3 0
——
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Defining Real-Time Views

March 2010
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Each Real-Time View may contain up to
four different real-time and cumulative
views

Report Center provides a point-and-click
interface for managers to determine
which reports to combine into their view

Real-Time Views can be flexibly adjusted
by adding and deleting components, re-
sizing display windows, and even printing
a snap-shot of the current view at any
time

SIEMENS

4] Report View: Real-Time and Cumulative Views: Appo... @

| L_HJ Configure details for the report view
F —=

Report Yiew

Mame: |ReaI-Time and Cumulative Views: Appointments

Displayed Reports

Default Layout: |+Balanced

[

Mame Type
'-r‘ﬂ User Summary Cumulative Re Cumulative

-

2 '-r\ﬂ Queue Summary Cumulative F Cumulative
5 .-_\_,j Group Status Report Real-Time
4 [Empty

Owner
Administrator, Mas:

Administrator, Mas® &

Administrator, Mas |

&) Select Report

k" W Select Report
S=

Dizplayed Reports

Report Type:

|Queues -
A

Name
i HaM Q Cum

;‘3 Service Level

4

'r\ﬂ GMC Queue - CumulativEQUEUEs
115 Queue Status Report -
;‘3 Queue Status Report
;‘3 CQueus Status Report  |sjtec p

;‘3 CT B Queue Status Report
:fg Marsha's Queue View

Virtual Groups
Contacts
Callbacks

Destinations
Wrap-up Reasons
User State Reasons

Real-Time  Manager,

Real-Time  Manager,

Real-Time  Manager, [
>

Default queus status report.

[ Show My Reports Only

Cancel

o]
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Accessing Executed Historical Reports

Executed Reports are saved

SIEMENS

|@ Manager - OpenScape Contact Center Enterprise

BEX]

Ele Edit Yew Go Tools Actions Windows Help

D& | X @b |8,

£9 Administration Center gl Bre wlcast Center % Report Center

[t Yesign Center

i Telephony Center _

In the Report Inbox
= Report folders that contain
reports that have not been
viewed yet are displayed in
bold
= Sub-folders can be defined to
streamline access to executed
reports
= Reports that have not been
viewed yet are displayed in
bold as well
March 2010
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‘E;" Report Center -
@ The Report Inbox is the default folder for storing completed historical reports. More | Hide Hints
5] D et Ve
- ': e Inbox (3)5 MName Content Date Range Interval Qutput Generated
L MyReports L. Group Summary Report: Services Virtual Group Hourly Printer
i DepartmentzlReports s Calback Summary Appointments Callback Daily Screen
. = Callback Summary Appointments Callback Daily Export
Ui Reports for Services [ Callback Summary Appointments Callback Daily Export
T‘n Machbearbeitungsgrinde Thomas Wrap-Up Reason 15 Minute Screen
— f‘n Warteschlangenreport beantwortete Kontakte  Queue Mone Screen
] Scheduled ‘E Queue by User Queue Daily Scoreen
L Queued T User By Queue Historical Report User MNone Screen
@ Faied [ my Users Historical User 15 Minute Screen :3
— [ Group Summary Report: Services Virtual Group Hourly Printer 7/3/2006 7:00:02 AM
By Users
Edy virtual Groups
¥) Contacts
¥, Callbacks
B Queues
[El Destinations
E'-. Wrap-up Reasons
i;._g User State Reasans
%, Sites s
)=
JN | il
My Shortcuts -
¥ Contacts
EL, Queues
|E3] Report views
Vg User State Reasons
[y Users
[l virtual Groups
[Elx Wrap-up Reasons
KT — | .
10 Ttems master connected to thoc205
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Viewing Historical Reports

Managers can view executed
historical reports in the
Report Viewer

Displayed as a separate
window

= allows managers
to work in other parts of the
application without
closing report views

= Access to different reports
using tabs in the Report
Viewer
= Level of detail displayed can
be adjusted any time even
after the report has been run
March 2010
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SIEMENS

= )=/ed

1 Report Viewer

Fle View Tools Actions Help
D | % k| 3| B doseTab

[ User By Queue Historical Report, 7/3/2006 Bl User by queue, §/1/200 to 6/30/2006

Jun01 Jun02 Jun03 Jun04 Jun05 Jun0& Jun07 Jun08 Jun0% Jun10 Jun il Juni12 Juni13 Jun14 Juni5 Jun18 Jun17 Juni13 Jun19 Jun20 Jun 21 Jun22
< >

Routed ~

ame *| ™ | Offered | Intiated | Fandied | Abandoned whieRingng | Unhanded | Consulted Qut | Held | E-malDeferred | Reserved | Trand |
=] Jakob, Lisa 670018 1 o 0 1 0 0 o 0 o
= CT.C 1 ] 0 1 0 ] ] ] ]
Jun 02 1 o 0 1 0 o o o o
=] Jennings, Leslie 570002 15 0 4 1) 5 0 0 0 1
=] Callback Appointments B 2 o 0 0 2 0 o 0 1
Jun 29 2 0 0 0 2 0 0 0 1
=] Callback CT -B 3 1] ] ] 3 ] 1] ] 1]
Jun 12 1 1] ] ] 1 ] 1] ] 1]
Jun 15 1 1] ] ] 1 ] 1] ] 1]
Jun 20 1 1] ] ] 1 ] 1] ] 1]
ACT B 1] 3 3 0 ] 1] ] 1]
Jun 09 2 1] 2 ] 0 ] 1] ] 1]
Jun 12 2 1] 1 1 0 ] 1] ] 1]
Jun 14 1 1] [ 1 0 i 1] i 1]

Jun 22 1 1] ] 1 0 ] 1] ] 1] v
219 0 162 15 42 3 [ 8 24

< 2

143 Trams
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SIEMENS

Viewing Historical Reports

|E Report Viewer E]

Eile View Tools Actions Help
B8 |2 B | w| = deseTad _

Ely User By Queue Historical Repart, 7/3/2006 Bl User by queue, 6/1/2006 to 5/30/2006

= Executed reports can be .
printed from within the
Report Viewer

&

11

Offered Routed

_-+ Report Output Settings

= Report output settings —— ' S [k e -
(printing, formatting and EIPPEae [ ] [ oo |
preview) allow managers | e
to “fine tune” report print- . o N
outs [ e

I~ Fit to one page wide

¥ Include header I
W Indude footer

[V Show table cell colors

¥ Show table borders / gridines

Style: IBox & Columns LI

oK I Cancel |

Pages: 4
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Activity
Reports
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SIEMENS
Agent Activity Reports

E\ﬂ User Activity Report: Miller, Thomas E]@
File View Tools Actions Help
L. a Run Report H @ & | \34 | B] CloseTab _
|
Activity reports allow managers ———
tO d rl I I down I n g re at d etal I I ntO g) View results for the User Activity Report
agent act|V|ty or contact Data
1 Time ¢ Activity Details
. = 10:00 To 11:00 18 Entries
[ | Date an d tl m e for an ag e nt 10:01:11 AM User Completed Contact Web session timed out
10:08:31 AM User Logoff Logged off fram: Web Collaboration
/I 1 10:08:45 AM User Logon Logged on to; Callback
aCtIVIty report Can be ﬂeXIny 10:08:45 AM User Unavailable Reason: Mot specified
1 10:08:52 AM User Available
adJ USted 10:08:52 AM User Offered Contact Contact Type: Routed Callback, Que...
. . . . 10:08:57 AM User Answered contact
[ ] P rOV| d es Ste p- by-ste p | n S | g ht | nto 10:10:47 AM User Working Reason: e_Mandatory
10:13:33 AM User Completed Contact
NI I 10:13:33 AM User Available
age nt aCtIVIty Over th e d efl n ed 10:13:44 AM User Logon Logged on to: Voice
1 10:14:04 AM User Offered Contact Contact Type: Routed Voice, Queue: ...
tl m efram e 10:14: 14 AM User Answered contact
10:15:10 AM User Submitted Wrap-up Reason: e_Schedule X-Ray
10:20:34 AM User Logoff Logged off from; Callback
10:20:34 AM User Available
10:20:35 AM User Completed Contact
10:20:36 AM User Logoff Logged off fram; Voice
<
20 Items
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Source Activity Reports

= Source activity reports
enable managers to follow
the step-by-step
progression of any
contact, based on:

= the caller’s telephone
number

= the sender’s Email
address

= the origin of a web
collaboration interaction

March 2010
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SIEMENS

-

£ Source Activity Report: annette.miesbach@siemens.com

mEx]

File Wiew Tools Actions Help
Bl runreport | b | i N |

General Resulis l

8 Close Tab _

E'_'#) View results for the Source Mumber Activity Report

9:39:10 AM Arrived
2:3%:10 AM Queued
24405 AM Assigned
24405 AM Answered
2:44:17 AM Contact Replied

At Moore, Ted
By Moore, Ted

Data
Time ¢ Event Subject Details
- 4/159/2008

=] 09:39:10 To 0934417 5 Entries

Contact Type: Rout...
Queue: Email Appaoin...
Routed to: Moore, ...

7 Items
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Networked
ontact Center
Reporting
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Networked Contact Center Real-Time Reports

r'i_g. Site Real Time Report @ﬁ
= Intuitive point-and-click interface for Genera | Cotent | colomns Treshacs | utput |
defining site-level real-time views Sy, St e treshats for s repor
5 efined Thresholds
= Choose any or all networked sites el S —
. . . . . = |
= Real-time views provide information on
site-level statistics such as: T
L Utillzatlon . | CTh: holdﬂn hold for the variable statisti
* Wait Time s
= Service Level B
= Contacts in Queue = -~
= Apply thresholds based on real-time -
statistics to any or all networked sites . o
= Audio and visual alerts and notifications ctvate Al | | TR ol

produced if thresholds are broken

OK | Cancel |

QK | Cancel |
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Displaying Real-Time Networked Contact Center

Site Views

= Display real-time views for
networked contact center sites
on their own or as part of a view
containing multi-site and local
views in the Real-Time Viewer

March 2010
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SIEMENS

—

5] Real-time Viewer

BEX

Report Views

[ 2] Queue
'1._'_3: Dest

B8 site_performance

Eile View Tools Actions Help

J [ g H D X :ﬂ, ) m E{ Split Horizontally |I| Split Vertically | '3 | B CloseTab

18] all users and contacts

¥ | & all users and contacts l B queue l B Dest |E3] site_performance l

Site Metwork Performance Real-Time Report [54]
a0
85
a0
g = 73 =
E 70
£
65
]
§ @
@& Gl
< &
Wait Time Service Level Contacts
N /| Utizati L
ame zatien Current ... | Current... Current Estimated | InQueue
kelowna 744 0O:00:01  00:00:00 87.5 87.5 C
trinity 726 000001 OO:00:00 91.7 91.7
73.5 00:00:01 00:00:00 39.6 9.6
< >
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SIEMENS

Networked Contact Center Historical Reports

= Historical reporting for networked
contact center sites is provided on the

Central Reporting Server New York
San

= All historical reports for any contact Toronto Francisco
center site is stored on the Central
Reporting Server

= Statistical data is presented at the site i |
level, as well as accumulated over all 5W =~ v \ Reporting
networked sites o N
= The following reports can be generated o e @
based on the time zone of the Local site e Y —
(default) or the Manager’s location: Tk o o
= Agent report g
= Agent state reason report Smmw s
= Wrap-up reason report —
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Usage
Scenarios
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Real-Time View: Agent States and Contact Volume

Define a Real-Time View to
compare the current agent
states with the cumulative
contact volumes since shift
start side-by-side

The trend line in the
cumulative report provides
Insight into the projected
contact volumes until the end
of the shift

If contact volumes are
projected to rise, managers
can take steps to ensure
service levels are not broken
before problems arise

March 2010
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SIEMENS

le View Tools Actions Hel

-

EBEBEBED[;

i v Tooks A Help
Do B X[s5

@ | [ spitHorizontally [] spit vertically | 3

|EH] Active Contacts B3] Agent State IA Multimedia View: Appointments | I Callbacks | ] Metworking View

@) CloseTab

i User Report: User Status Report

E] £ Queue Report: Queue Summary Cumulative Report

Report
MName:

Description:

Style
Type:

Include:

W' Configure details for the report
o

General lcantent ] Columns ] Thresholds ] Chart ] Qutput ]

|USEI Status Report

User status report for all users|

|Administ|‘atol'. Master j
|Rea\-ﬁme j
W Table ¥ Chart

General lcantent 1 Columns ] Thresholds ] Chart ] Output ]

w',_l Configure details for the report

Report
Mame:

Description:

Style

Include:

Range:

Interval:

|QLIELIE Summary Cumulative Report

Default queus summary cumulative report

|Administ|‘ator. Master j
|Cumulaﬁ'-.-‘e j
¥ Table ¥ Chart

[Bince Shift Start |
00:00 j

[sMmte ]
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SIEMENS

Reporting on First-Contact Resolution

[ Report Viewer E]@
File View Tools Actions Help

= Agents enter wrap-up reason B |55 || @ owens |
C O d e S aft e r C O m p | etl n g e aC h Bl User by queus, 6/1/2006 to 6/30/2006 % User Wrap-up Reason, 5/1/2006 to /30/2005

~
. . Mame £ Wrap-up Reason Count
customer Interaction = e e
Billing-Partial 11
Billing-Calback: -]
Eiling-Open 5]

= Reason codes indicate the E

TechSup-Partial
Techsup-Callback « Yoice - Contact Details: 4:52:20 PM E]

CcoO ntaCt StatUS TechSup-Open Fle Edt View Took Actions Help

TechSup-Resolved

= Jun 0% L—"‘ Save and Close ,\1% & || G oae = W=l
Eilling-Partial
i : wood: - N - »
L reso IVed Billing-Callback Directory Query: woods SearchIn Name »
Biling-Open @) This contact was completed a

™.
Biling-Resalved ; ; =
TechSup-Partial Details I Contact Data | Directory ;|

u p artl aI Iy re S 0 IVe d E:::Ei:gf,";ad( éﬁ Select one or more Wrap-up reasons to indude in the Contact Details

TechSup-Resolved

=l Jun 12 Mame Description
Billing-Partial ™ il : . - oy
= open Bl Calback 1 Bl o =
Biling-Open [] Biling-Open Billing problem is open.
Billing-Resolved Biling-Resalved Billing problem is resolved.
1 O] Tech ial hrical i izlly resalved.
= Manager defines Wrap-up ' Csstd Tnolumetamemeds i
[] TechSup-Open Technical support question open.
R e aSO n C O d e R e p O rtS to 20 Ttems [] TechSup-Resolved Technical support question resolved.
determine the number of
gueries resolved on first
customer contact
Select Al Clear Al Show selected only: I
Queue: SavingsBank Queue Description: Call for SavingsBank
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SIEMENS
Blended Multimedia Reports

£ Queue Report: Queue Answered Contacts Profile Report @

General Content lCDIumns l Schedule l Output l

= Select the items to include in the report ‘

= Managers can define
blended as well as media- R — BEX

specific real-time, BCI B [ [ @

cumul ative’ and historical E), Queue Answered Contacts Profie Report, 5/28/2006 to 6/24/2006

reports

a0

2y

= For a blended media
historical report, managers
can define a Queue report N

63

51

Answered, Al
=i
]

that comprises of gueues May 28 1un 04 aun 11 Jun 18
Recsived Answered Average Wait Time Maximum Wait Time X ~
= Mame ! = = = - Service Level

for any or all media handled A e e -

+ Customersat_B 5 0211008 03:41:27 14.3

= + CustomerSat_C 7 3] 00:02:08 00:08:09 85.7

I n th e CO ntact Ce nte r + Default Web Queue 1 1 00:00:00 00:00:00 100.0

+] Email Appointments - B 13 13 06:158:35 1:02:459:23 53.8

= Email Appointments - C 12 11 00:16:01 02:44:08 0.9

May 28 4 = 00:00:14 00:00:58 100.0

Jun 04 2 2 00:00:01 00:00:01 100.0

Jun 11 5 3 00:00:00 00:00:01 100.0

Jun 18 3 2 01:27:33 02:44:00 50.0
+ Email Terminvereinbarung - 4 4 4 00:05:358 00:11:45 100.0 [»

243 177 01:35:08 4:00:06:53 66.5

88 Items
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Data Retention
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Configurable Retention Periods

= Configurable retention periods for 15
the following reporting categories: [ options | General [Rapating | Ema | web Colaboreton

- Detalled Contact and agent - H}]E Configure the retention periods for reporting data
g . & Reportin —Retention Periods
StatIStICS (months) = Adsancegd Data Category Value nits
. . . Detailed skatistics 1| Months
= 15 minute statistics (months) R System e Voo
) ) ) "'k Application Da;;f ste;tiztiicssics 3 M?;t 5
= Daily statistics (months) ] Comtat ook Vorey st 12 et
. . ’é ata Managemen Error log 60 | Days
= Weekly statistics (weeks) A
fg Reparting —Database Usage For Reporting
= Monthly statistics (months) a ﬂi‘fgorfng et tabe
= Calbac llocated space
- Error Iog (dayS) = ;:I:iziollaboration EAstim;ted riquired space Zggg =
. | Presence Integration
= Data storage locations are
configurable and can be added to
= Managed by data management
server
= Alerts, notifications as thresholds o 1 e |5
approached
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Thank you!

You can [sTART right now!



