
Running Reports (rev. 9-16-11)
Many groups run weekly or monthly to see numbers of calls and only run for shorter time intervals to look closer if there are complaints or the summary numbers do not look good.  
When are the heavy calling times per day or where are problems occurring? To answer these questions, re-run the report for a smaller interval of time such as a day instead of a month, and then by Interval for a day showing problems or a time frame where you wish to see busy times.  Note: an “Interval” from the report system perspective is a 15 minute period (no you can’t change it to an hour or other time frame, but it is the level of detail commonly considered appropriate to examine).  Reports by Interval are what help you identify details so that you can plan changes, but these reports are VERY long with many pages so you may wish to consider that and view them on the computer, printing only some of them.
How to produce a more detailed Report?  
1. Log into Nortel Contact Center (a.k.a. Symposium) 

2. Select Historical Reporting

3. Click on the server name (has purple circle and is not Administration)
4. Click on folder of reports you wish

5. Click on the report name you wish to open 
6. click on triangle next to the Data Range and then click on the triangle next to the time interval shown to see other options (choices = Daily, Weekly, Monthly or Interval.)  
7. Select bubble for time or date range that you like.
8. At bottom of section for the reports (below the line) choose Run Now.  

Definitions of Terms for Reports & Displays

CDN = “controlled directory number” = a phone number presented to the Nortel Contact Center (formerly  Nortel Symposium) server which routes to your call center answering group.  Either a published number or, if calls first go through voice mail for recordings or a menu, this is the unique number from voice mail.
ACD 
· As a general term ACD = Automatic call distribution = special programming on a phone system or server that controls calls so that they wait in line and are automatically distributed to agents on phones with special ACD programming.  
· “ACD”.can also be the label on the key of a phone which receives call center calls; sometimes the key is given a different label such as “Incalls”.
· On Agent Performance reports ACD call columns will not normally show calls. Certain types of wrong number calls or test calls by Telecom might show here, but these should be rare.  
Abandoned = count of callers hanging up, BUT some callers hang up immediately without giving staff a chance to answer.  Some managers only count calls Abandoned After Threshold (see Application Reports) as that count is the callers who listened to the greeting and waited unitil the Threshold time for your queue.  (Common thresholds = 20 seconds/3 rings for immediate answer or 60 seconds if okay to wait a minute in queue before answer.)
Abandoned After Threshold = count of callers who listened to the greeting and waited until the Threshold time for your queue.  (Ask your system administrator what your threshold setting is.)
Agents = staff answering calls on specially programmed call center phones.
Answer Delay = total of all time for all calls.  Average Answer Delay or Max Answer Delay often more useful.
Application Reports – describe the experience of the caller (time until answer, time waiting, etc.). These show information relating to the application (a.k.a. the programmed “script”) which your number uses in the Nortel Contact Center system (Contact Center is also known as CC7, CC6 or, long ago, as Symposium).  

Average Skillset Talk Time = on Agent Performance report = the average length of a call center call for that agent.  Should be similar for each agent.

AVG ACD/NACD Talk time = normally blank unless you have Networked ACD (multiple systems) or there are some wrong number or special Telecom test calls during repair troubleshooting.
AVG Ans Delay = for answered calls, average delay before call is answered.

Break = a time setting programmed for each queue (generally 0-6 seconds) after the end of a call before the next call is presented to ring on the phone.  Its purpose is to allow staff time to wrap-up, activate Not Ready or Log out. (No break time causes a high number of Return to Que calls, a bad experience for callers; more than 6 sec may cause callers to wait in queue when agents sit idle waiting for calls.)
Calls Offered = total number of calls = Answered + Terminated + Abandoned

Calls Answered = number of calls to queue answered by an agent (does NOT include DN calls).

Calls Presented = call center calls that ring to an agent phone when agent shows as available.
Conf Out = calls transferred using Conference key to another number (or possibly to private DN line of another agent if caller wants a particular person).

DN = private number on a phone that does not send a call through the special call center programming (DN = directory number in phone system lingo).

DN Talk Time = time spent on private number calls.  
Incalls key = key on an agent phone that receives incoming call center calls. NOTE: Sometimes this key is instead labeled “ACD”.

MAX Abandoned Delay = on reports, the longest time a call waited before the caller hung up for the time interval shown.  WATCH for unusually large numbers that do not have easy staffing explanation.
MAX Answer Delay = on reports, the longest time a call waited before being answered for the time interval shown.  WATCH for unusually large numbers that do not have easy explanation.  

MAX Wait Time = for Real Time Display = the amount of time that the oldest call has been waiting to be answered for an application.
N/W Ans’d and N/W Time = shows Network ACD calls (MPHS/PAMF does not have this).
Not Ready = time with NOT READY activated on reports.  
Position ID = Agents can log in on any phone with ACD programming and thus are assigned a position ID when they log in. This ID shows on Agent Real Time Display and is what a supervisor enters after pressing the OBSERVE key so as to monitor on a call.
Presented = call center calls are presented or sent to the agent’s phone when agent becomes available.
Reserved Time and Resrv’d fo Call = reserved for Network Calls. No data if no Network ACD.

Return Calls – call goes back to the queue after ringing on a phone and either call goes to another agent if one is available or to be the first call in line.  Since caller hears ringing, can lead to hang ups.  Two types are::
· To Que* = agent pressed NOT READY key after call was ringing on their phone which pushed the call back to the queue.  Having a Break time and good habits minimizes this happening.
· From Timeout* = call sent to the phone and agent didn’t answer.  Usually, this is caused by forgetting to use NOT READY when stepping away or agent also helps people who walk up to them.  NOTE: Phone is automatically put into NOT READY state after this occurs thereby requiring that the agent returns themselves to ready before any further calls are sent to them.

* WATCH that BOTH of these numbers stay low.  Good agent habits mean pressing NOT READY before call comes to phone – if they truly are not ready for a call.  Train appropriate use of Not Ready.  Too little or too much both cause poor service for callers.
Ring Time = time call rings on the phone before it is answered, abandoned or returned to the queue.

Service Threshold = the desired time period within which calls are supposed to be answered for your queue per queue set-up interviews with management. (System Administrator can look up setting.)  Common thresholds = 20 seconds/3 rings for immediate answer or 60 seconds if okay to wait a minute in queue before answer.   NOTE: If you change the threshold, be careful comparing when reports from before and after - look at caller experience, that is wait times, answered, abandoned - not data relating to the threshold. 
Short Calls = Caller or agent has hung up quickly. (System Administrator can look up setting.  Often set at 10 seconds.)  Should be similar for all agents and explored if high.  Data is useful to catch odd service issues (such as agent hanging up on caller to increase their number of calls answered.)
Skillset Talk Time = time spent answering calls to this call center skillset.
Talk Time = duration of time between accepting a call and call ending.

Terminated = calls that routed out of the queue due to certain programmed conditions such as: all agents logged out, time overflow setting reached, or caller offered option “press 1 to leave a message” chooses this.
Trans Out = calls transferred out of queue to another number (or possibly to private DN line of another agent if caller wants a particular person).
Walkaway Time = shows time spent with an active CDN call placed on hold AND where the agent has unplugged a wired headset or walked out of wireless headset range, presumably to find person or info.  

Waiting Time = time agent spends IDLE (logged in & available) ready for a queue call (not on a DN call).
% Work [(TalkTime + NotReadyTime + ACDCallsTalkTime*) x 100]/ LoggedInTime; this statistic does not include DN time and or time spent IDLE waiting for calls.  ACDCallsTalkTime includes Network ACD.

% Abandoned = on CDN report, shows number of Abandoned calls divided by calls offered.  BUT this includes callers that hung up immediately upon hearing the greeting without giving staff a chance to answer.  Perhaps do this calculation yourself counting only the calls Abandoned After Threshold on the Application report.
% Terminated = on CDN report, shows number of Terminated calls divided by calls offered.

% SVC Threshold, % Service Threshold = percent of calls answered within the Application Service Level Threshold.  The threshold being the time period within which calls are supposed to be answered for a queue. 
· The default threshold of 20 seconds/3 rings is selected when immediate answer is expected; 60 seconds is often set when some waiting is considered okay (9/16/2011 PAMF threshold = 60 seconds.)
· Formula for % Service Threshold = 

[ { (CallsAnswered + CallsAbandoned) – 

(CallsAnsweredAftThreshold + CallsAbandonedAftThreshold) } / 
(CallsAnswered + CallsAbandoned) ] x 100

· NOTE: Queues which play a monitoring message or a mandatory greeting as part of the queuing script programming need a service threshold that equals the duration of the message played plus the time you want to be the service threshold time.  If a monitoring message is played in voice mail BEFORE going to a script then the play time doesn’t get counted by Contact Center and a threshold of 20 seconds is fine.
(J.Olive – ACD -Running Reports on CC7 & Header Definitions)
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