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OpenScape Contact Center 

Reporting 

You can only manage what you can measure 
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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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Report Center 

 OpenScape Contact Center Report Center 

is a fully unified module of the OpenScape 

Contact Center Manager Desktop 

 Assists in managing day-to-day contact 

center operations 

 Intuitive, visual interface for defining  

a virtually unlimited number of real-time, 

cumulative and historical reports 

 Report templates simplify customization 

 Report customization does not require 

programming skills or an external  

report writer 
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Report Types 

Report Center provides the following report types in a 

consolidated, visual user interface: 

 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 

 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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Report Types by Resources 

Users 

Groups/ 

Virtual 

Groups 

Contacts Callbacks Queues 
Desti-

nations 

Wrap-up 

Reasons 

User State 

Reasons 

Real-Time 

Cumulative 

Historical 

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

Reports 
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Defining Real-Time Views  

 Real-time views are easily defined in Report 
Center’s user friendly interface 

 Managers are guided step by step through 
the report definition: 

 Enter name and description for the report, 
choose report type (real-time), and display 
options (table and/or chart) 

 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 
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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 
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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 
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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: 

 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 
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Built-in Analytic Model: Trend Lines 

 For cumulative views, managers can define 

trend lines 

 Trend lines allow comparing current 

cumulative data with historical data 

 Allow managers to anticipate contact center 

operations and plan accordingly 

 Choose “Show Trend” and determine the base of 

comparison: Yesterday / Same Day Last Week 

 Determine line style and color, indicate whether 

to display data points 

 Use Preview to check on the definition / make 

adjustments if necessary 
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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: 

 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) 
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Historical Report Ranges 

 Managers have multiple options for 

determining the report range of historical 

reports 

 Report Center provides predefined report 

ranges to simplify report definition: 

 Yesterday, this week, last week, this month, last 

month 

 The Custom option allows managers to set any 

other report range using a convenient point-and-

click interface for defining Start and End dates 

 Report intervals determine the granularity of 

data displayed in the report: 

 15 Minute, Hourly, Daily or Weekly 

 



Copyright © Siemens Enterprise Communications GmbH & Co. KG 2010. All rights reserved. 

Siemens Enterprise Communications GmbH & Co. KG is a Trademark Licensee of Siemens AG Page 14 
March 2010 

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 
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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 
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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 

1 2 
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Defining Real-Time Views 

 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 
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Accessing Executed Historical Reports 

 Executed Reports are saved 

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 
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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 
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Viewing Historical Reports 

 Executed reports can be 

printed from within the 

Report Viewer 

 

 Report output settings 

(printing, formatting and 

preview) allow managers 

to “fine tune” report print-

outs 
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Activity 

Reports 
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Agent Activity Reports 

 Activity reports allow managers 

to drill down in great detail into 

agent activity or contact 

processing 

 Date and time for an agent 

activity report can be flexibly 

adjusted 

 Provides step-by-step insight into 

agent activity over the defined 

timeframe 
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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 
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Networked 

Contact Center 

Reporting 
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Networked Contact Center Real-Time Reports 

 Intuitive point-and-click interface for 

defining site-level real-time views 

 Choose any or all networked sites 

 Real-time views provide information on 

site-level statistics such as: 

 Utilization 

 Wait Time 

 Service Level 

 Contacts in Queue 

 Apply thresholds based on real-time 

statistics to any or all networked sites 

 Audio and visual alerts and notifications 

produced if thresholds are broken 
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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 
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Networked Contact Center Historical Reports 

 Historical reporting for networked 

contact center sites is provided on the 

Central Reporting Server 

 All historical reports for any contact 

center site is stored on the Central 

Reporting Server 

 Statistical data is presented at the site 

level, as well as accumulated over all 

networked sites 

 The following reports can be generated 

based on the time zone of the Local site 

(default) or the Manager’s location: 

 Agent report 

 Agent state reason report 

 Wrap-up reason report 

Central  
Reporting 

Toronto 
San 

Francisco 

New York 
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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 
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Reporting on First-Contact Resolution 

 Agents enter wrap-up reason 

codes after completing each 

customer interaction 

 Reason codes indicate the 

contact status: 

 resolved 

 partially resolved 

 open 

 Manager defines Wrap-up 

Reason Code Reports to 

determine the number of 

queries resolved on first 

customer contact 
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Blended Multimedia Reports 

 Managers can define 

blended as well as media-

specific real-time, 

cumulative, and historical 

reports 

 For a blended media 

historical report, managers 

can define a Queue report 

that comprises of queues  

for any or all media handled 

in the contact center 
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Data Retention 
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Configurable Retention Periods 

 Configurable retention periods for 

the following reporting categories: 

 Detailed contact and agent 

statistics (months) 

 15 minute statistics (months) 

 Daily statistics (months) 

 Weekly statistics (weeks) 

 Monthly statistics (months) 

 Error log (days) 

 Data storage locations are 

configurable and can be added to 

 Managed by data management 

server 

 Alerts, notifications as thresholds 

approached 
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You can          right now! 


