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Introduction

Your call center is important to your organization. After all, it's where
you and your customers meet, where every call is a revenue-
generating opportunity. This means that there is a direct relationship
between your call center’s performance and business success.

Discovery ACD can play a significant role in that relationship,
because with Discovery ACD you can measure customer satisfaction,
as well as employee productivity. Discovery ACD provides real time,
visual feedback on agent/rep activity, queue status and cumulative
statistics combined with a flexible reporting package, integrating all
the activities of your call center to offer managers the information
needed for effective decision making.

Statistical information can be accessed in two ways:
O Real Time Displays
O Reports

Real Time Screens

Discovery ACD provides an extensive set of user-configurable real
time windows that display key information such as agent status, call
gueue, longest wait time or calls answered and abandoned on the PC
monitor as well as on external (traditional) wallboards. To help you
get familiarized with the program and the endless number of real time
displays that can bereatedPiscovery ACD comes with a collection

of predefined real-time screen templates. typacal call center
environment, a number of real-timeaens are combined toquide

a composite view of importangpameters to nrotor.

With this in mind, Discovery ACDfters fivetypes of real time
windows from which to select. Each window type has many options
that can be combined and saved as a template. The five tyyess of
time windows are as follows:

O Status display - lines, extensions, and agents can be monitored

O Statistics displays - lines, DIDs, extensions, agents, and their
corresponding groups can be displayed

o Calls in queue graph - five options available
O Wait-time graph - five options available

O Large character display — Discovery ABEfincludes more
than 250 different types fromhich to choose.

Discovery ACD User Guide 1



2 Real Time Screens
Color Codes of Displays

Supervisor machine must remain active 24 hours each

day; reboot situations cause a temporary loss of real-time
display visibility (visibility can be regained by inView
client logging-off/-on ACD groups).

Color Codes of Displays

Discovery ACD simplifies visuals using color coding to highlight the
current state of a device. The colors are as follows:

o Green - device is free (i.e., agent available, line free)

O Blue - device is busy (i.e., agent on a call, in wrap-up,
unavailable)

O Yellow - device is ringing

O Red - device alarmed (i.e., waiting time threshold exceeded)

O Grey - device logged off

Real Time Window

Discovery ACD has extensive flexibility that provides easy
customization of real-time window properties with just a click of the
mouse. Brform the dllowing steps:

1. Use the left mouse button to select the window to be edited by
clicking anywhere within that window.

2. Click-on the right mouse button to view the window properties.
A dialog box is displayed with the current settings for the
selected window.

3. Edit the properties using drop-down list boxes, radio buttons,
and check boxes as appropriate. Clicka to view the
updated window.

If you are creating multiple windows of the same type or
@ size, edit and size them before creating a new one. Using
this method, only the device, device name, and
parameter need to be changed. When a new window is
created, that window defaults to the same properties and

size of the last selected window.
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Real Time Screens 3
Creating a composite real time screen

Creating a composite real time screen

With Discovery ACD, you can create your own real time composite
screens. The easiest way totlis, is to start with one of the default
templates within the systemefer to Figure 1),apy it and change the
copy by adding new windows to match your requirements.

1. Start by selecting the template you wish to copy from the drop-
down list box on the toolbar, as shown:

',‘.::l Discovery ACD MIS Demo

File Setup Wallboards Window Help
EI&IQI a7 o |Lines and Agents L|| @Ilzl

Template Drop-down List Box

Figure 1: Composite Real-time Screen Template Drop Down Menu

2. Use the left mouse button to highlight and select the name of
the template, then type a new template name over the current
name, then press Enter. This makes a copy of the template that
allows you to make changes without affecting the original.

3. Edit any windows within the default template as described in
the section, Editing a Real Time Windamvthis chapter.

4. Click-on theNewdocument icon on the toolbar and select the
desired new window from the list displayed in the dialog box.

5. Windows can be moved, resized and minimized as needed
similar to other Windows application.

6. Save the template by clicking-on the down arrow next to the
drop-down list box on the toolbar, then selecting the template
name you are using. The new template then can be saved if
necessary.

Composite screens (refer tgkre 2) can be designed
@ on a per supervisor basis. However, the windows should
be laid out logically and should only display relevant

information. Too many windows and too much
information can be confusing.
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4 Graph Windows
Creating a composite real time screen

3% Discovery ACD MIS Demo
File Setup Wallboards Window Help

WlZ]2] [DIE*]E] [General Status =] [Ta0Ean
General Status 2

T Agent Status - All Sales S [=1)E7 clQ Wait Ave Wait

Agent  State Time Dialed Digits
AP INC 00:00:36
DKS FREE 00:00:03

DW OUT 00:00:38 918139797450 -OC
TO QUT 00:01:40 912126914391 OOOU
AH UNAV 00:01-06
HY UNAV [00:06:01

B Agent Status - AllNon Sales =I0Ixll Answered | Abandoned [ Longest Wai

Agent  State Time Dialed Digits

BC FREE 00:00:08

PO INC 00:00:38
JY FREE 00:00:41

JH FREE 00:00:48 OO 1 6
AMH FREE 00:00:09 .

GW INC  00:00:58

() Agent Group Statistics - All Agents - 1O][x]| £ Agent Statisties - All Agents N [=1)E

| Sales = | & | ks | 5;]
| O

<
F1-Help

Figure 2: Composite Real Time Screen

Graph Windows

Discovery ACD also allows you the option of displaying certain
device clients in a graph-window format. Graph windows use
information from super groups — super groups must be set up in the
Configurator.

1. Open the Configurator. Select tRdit Super Groups button
for the device to which you wish to add a Super Group.

2. Click-on the next number on the list of current Super Groups or
edit an existing Super Group.

3. Click-onCreate (unless editing an existing Super Group), then
click-on OK in the next dialogue box.

4. Click-onEdit Super Group. Give the Super Group a name and
select groups from the bottom right list to Add to the Groups in
Super Groups list on the left.

5. When complete click-o®K, thenOK again, andave
Changes

6. In the real-time display create a new graph window.
7. Right-click to change the graph window properties.

Discovery ACD User Guide Issue 1 - June 1999



Statistics Windows - Changing Shift/Interval Time 5

Creating a composite real time screen

8. Select thdevice Typeand in Device Name select the new
Super Group.

9. When complete click-o®K, then resize the graph window as
appropriate.

Statistics Windows - Changing Shift/
Interval Time

Advanced Statistics Windows can be used to show real-time displays
at designated intervals. The daily/interval times ornréa¢-time

statistics can be amended to reflect the current shift and set to an
interval time of your choice (fer to Hgure 3).

1. Add a new statistics window to theal-timedisplay.

2. Select Setup then Real-time Statistics from the Setup pull-down
menu in the menu bar.

3. Set the interval time to the required length. (Between 1 and
1440 minutes).

4. Select the required daily shift from the list on the right
(Available Shifts) andhdd to the list on the left (Daily Shifts).

You also can move the desired shift to the left screen by
@ double-clicking on it. If two shifts are selected, the top
shift will take priority.

5. When complete select OK.

Real Time Call Statistics [ x|
Interval Time: mg ming
Cancel |
Daily Shifts: Avwailable Shifts:
Working D ay - -

[Out of Hours ~

Remove -»

<- Add |
[Remove - |

Figure 3: Real Time Call Statistics Dialogue Box.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.
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6 Statistics Windows - Changing Shift/Interval Time
Using Alternative Labels

Using Alternative Labels

The titles in all statistics windows can be changed to reflect the
appropriate information. To change the titles in the darkened area of
the Statistics Windows (as displayed in Figure 4), use the alternative
label feature, and perform thellowing steps:

l:}l Discovery ACD MIS Demo - [Agent Statistics : All Agents]

AP DKS DWw BC PO I JH
Calls Answered (Daily) 15 14 19 15 15 14 15
Calls Dutgoing [Daily) 14 23 15 19 14 0 0
Ave. Answered Time (Daily) 01:32 01:23 01:37 01:14 01:28 01:30 01:13
Ave. Wiapup Time (Daily) 00:0b 00:06 00:09 0017 00:09 00:10 00:07
Ave. Outgoing Time (Daily) 00:57 0054 00:44 00:49 00:54 00:00 00:00
Number of Short Calls (Daily) 156 14 10 20 19 0 5
G.0.5. [Daily) 31.0 62.2 706 41.2 17.2 100.0 66.7
% Incoming Call Time (Daily) 397 386 60.7 255 43.0 470 33.1
% Outgeing Call Time (D aily) 289 421 19.3 328 26.4 0.0 0.0
% Total Call Time (Daily) ra 806 80.0 61.3 69 4 470 331
% Wrapup Time (Daily) 28 3.4 6.0 4.0 4.3 58 35
% Busy Time [Daily) 1.2 1.7 1.0 1.6 1.1 0.0 0.2
% Free Time (Daily) 16.2 108 19 26 6 221 114 58.1
% Held Time (Daily) 0.3 0.0 0.0 0.4 0.0 0.0 0.2
% Unavailable Time (Daily) 0.0 0.0 00 00 0.0 00 0.0
Log On Time (Daily) 00:48:27|00:45:57 | 00:46:12 |00:47:27|00:46:17 | 00:39:39 (00:47:22
Calls per Hour Incoming [Daily)|  18.6 183 247 19.0 19.4 21.2 19.0
Calls per Hour Outgoing (Daily)| 17.3 300 195 240 181 00 0.0

Figure 4: Agent Statistics Window. For further information on any part
of this window box, refer to Help by pressing the F1 key on your keyboard.

1. Click-on theAlternative Label button in the properties box
(refer to Figure 5).

Properties for the Agent Statistics Window B
Agent Group: ‘AII Agents d‘

Cancel
Font Size Agent Hame Format
’7(-‘ Small " Normal ’7(‘ Numeric * Short ) Long
ive Label... Parameters Available:

Separator -
Calls Answered [Interval)

Calls Answered [Daily)

<- Add Calls Dutgoing [Interval]
Calls Dutgoing [Daily)

-» Remove Calls Intercom [Interyal]

Calls Intercom (D aily)

[ Lalls Answered [Dail

Calls Dutgoing [Daily)

Ave. Answered Time [D aily)
Ave. Wrapup Time [Daily)
Ave. Dutgoing Time [D aily])
Mumber of Short Calls [Daily)
G.0.5. [Daily)

% Incoming Call Time [D aily)
% Outgoing Call Time [Daily]
% Total Call Time [Daily)

Calls Ring On [Interval)
Calls Ring On [Daily

]
Ave. Answered Time [Interval] 'I

Figure 5: Properties for the Agent Statistics Window.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.
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Large Character Windows 7
Lock Function

2. Create a new Real-time Statistics window (or you can change
the properties of an existing statistics window).

3. Open up the properties for the window by clicking-on the icon
or right-clicking the window.

4. In the Displayed Parameters box select the parameters you
want to show in the window.

5. In the same box, select the parameter of which you wish to
change the name. With the parameter highlighted, click-on the
Alternative Label button.

6. Inthe New Label box type the name that you require for that
parameter. When done click-@K. The new label will be
displayed next to the original label.

7. Click-onOK and notice the new label displayed in the
Statistics window.

Lock Function

Occasionally, supervisors might encounter the need to monitor and
focus on a specific device. The lock function provides you with the
ability to lock onto one line, agent, etc., to view only those statistics.
This helps to avoid having too much space wasted on a display by
having all statistics displayed.

1. With a real-time statistics window displayed in restored mode,
resize the window to only show titles and the first column of
statistics.

2. You can now scroll across to the column you wish to view and
click-onlock. This will remove the scroll bars and lock to that
column. To view another column click-éock again and the
scroll bar reappears.

Large Character Windows

Parameter Title Bars

This is another way of creating a title bar for a large character
window, without having to manually type in text. By doing titles this
way, if a name is changed in the Configurator, it will automatically be
updated here.

1. Create a new large character window in the real-time display.
2. Right-click to open up the properties.
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8 Status Windows
Alarms Configuration

3. Select the same device type as the window containing the
parameter.

4. Select the same device name.

5. Inthe parameter list select the relevant title, i.e. Agent number,
Agent name (short), Agent Name (long).

When generating a multiple number of Large Character
@ Windows, the Discovery ACD always reverts to the
format of the last created Large Charactentiéw. [f
you wish to make the Large Character resemiodeteer
selection]eft-click once on a Large Character Window
that you wish to copy, then click-on theew Window
icon, and seledtarge Character from the list. This will
create a copy of the window you clicked-on instead of a
copy of the last large character windoreated.

Status Windows

Alarms Configuration

With Discovery ACD, audible and visual thresholds can be
configured to help alert managers of particular situations and address
immediate issues. The alarm feature can be set up for each type of
device in the Alarms Configuration dialog box (refer igure 6).
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Status Windows 9

Alarms Configuration

Alarms Configuration x|

—Lines ——— ~DID Numbers
[ Edi Tines ] Edit DIDs |
Edit Groups | Edit Groups |
—Extensions —— Agents
Edit Extenzions | Edit Agents |
Edit Groups | Edit Groups |
[~ Audible Alarms

Figure 6: Alarms Configuration Dialog Box.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.

1. SelectSetup, thenAlarms from the pull-down menu.
2. From the Alarms Configuratiatialog box (refer to igure 7),
click-on Audible Alarms to enable the alarms.

Extension Alarms Configuration E3

Filter Group: |j|
Cancel |

Alarms

¥ Free [¥ RingOn | On Call ¥ Busy
¥ Log On [ Wrapup ¥ Unavailable [ Messages

[ lgnore alarms if associated agent

Figure 7: Alarms Configuration Dialogue Box.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.

3. You can now apply filters to the alarms so that only certain
exceeded thresholds will beep.
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10 What is the Reporter?
How Does the Reporter Work?

4. To apply afilter select the device you wish to filter. Now select
the filter group and remove the ticks on the alarm thresholds
you do not want to be audible.

5. When complete click-o@K, and therClose

What is the Reporter?

The convenience and flexibility of Discovery ACD goes beyond an
extensive set of user-configurable real time displays, visual feedback,
audible and visual alarms, and cetmded windows. The Reporter,
Discovery ACD'’s reporting application, provides a wide variety of
fully configurable reports on inbound and outbound call activities to
supply you the information needed to improve operational controls.
Call volume, handling time, service levels araffstequirements can
be analyzed in a variety of ways. Discovery ACD can examine
workload trends and compare staff availability to actual needs.
Access to unlimited historical data can be used tteckst @iture

trends. Reports can even be scheduled to run automatically, saving
you time and effort.

All reports can be viewed on screen or printed, and can be compiled
using data originating as far back as the original installation date,
even if upgrades are applied.

How Does the Reporter Work?

To enable users to create the appropriate reports, raw data is collected
by Discovery ACD from the telephone system, through the
Configurator.

The Configurator must mirror the telephone system
@ configuration otherwise the information collated by the
Reporter will be inaccurate.

While the Discovery ACD is running, all monitored telephone traffic
is logged to hard disk for analysis by the Reporter. To simplify the
process of reporting, the Discovery ACD Reporter provides the
concept of a “report template” to define the contents of a report. You
can create any number of report templates. Once created, the report
template handles most of the details concerning the collation of
individual reports.
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Report Concepts and Terminology 1"
Devices

Report Concepts and Terminology

To understand the Discovery ACD Reporter, it is vital to understand
some of the key concepts and terminology used in the product.
Reference is made to devices, templates, shiftsikesf which are

all described in this section.

Devices

Discovery ACD treats lines, DIDs, extensions and agents as devices.
Create “groups” and “super groups” of devices; a group is simply a
collection of devices, and a super group is a collection of groups.
The Discovery ACD Reporter reports on individual devices, groups

and super groups. The following devices (refer to Table 1) can be
configured using the Configurator:
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Devices

Report Concepts and Terminology

12

'z abeyored ainjeaq NS |nun pauoddns 10N «

‘abesn apod unodoe

10 sisAreue sapinold Jauoday OV A1anodsiq syl |led Jad palajua ag ued Sap0od JunodJe
0z 01 dn pue ‘apo2 Junodde Jad palaua ag ued subip-aulu 01 dN *|[ed ayl Jo aineu ay) aqLIISap apo)D
Jeyl S9p0d UN0JJ® JSJUd 0] JuUabe/uoisualxa ue 1o} a|qissod si 1 [[ed auoydajal e Bulpuey ajiym 1UN022Y
'slaquinu d|d Yim pareloosse s|fed punoquli Jo
AIAnoe ayl Aj[ealioisiy pue awi-[eal ul Jojiluow ued oV A1anodsig ayl ‘A10aliod painbiyuod
JI "pawrelBoid s youms ayr uiyim aremyjos Bunnol |ea syl moy uo Buipuadap juabe/uoisualxa
[enpIAIpUI Ue 0} Jo Sjuabe/suoisualxa Jo dnoib e 01 palnol aq ued |ed A|d V ‘|led Buiwoaul
Ue uo aul| e 01 paubisse ainquie duswnu dlweuAp e st Jlaqunu (@) [eig plemuj 108.1Q v saia
‘AuAnoe suabe ay) Buiulaouod sonsnels [njbuiuesw anlb 01 s OV Alanodsig
ay1 1 wabe ayl Anuapl Alenbiun pjnoys Nid ayl "Ya1ms ayy uiynum sanijioey bunnols Auoydsjal
J3)uad |2 9|greUS 0] UOISUIXd UR 1k S|[ed Sa|pury oym Jojelado auoydajal ayl si wuabe uy 1uaby
‘oien Auoydajal [eulalul Jo SWUO) Jaylo ajpury Jo ‘s|ed Buiobino axew ‘s|ed
Buiwogui anledal ued uabe ue Yaiym Je uonels 1o 1aspuey auoydajal [eaisAyd ayi si uoisuaix3 SUOISUaIX3
"Y2)MS palojiuow
dy] 9pIsul 10 3PISINO pajeulblio sem 1l Jaylaym uo Buipuadap s|ed Buiohino 1o Buiwoaul
Se palousp ale s|ied ‘awin e 1e ||ed auoydalal auo ajpuey Ued aul| yor "YoIMS [eulaIXa Ue 0}
youms paloliuow ayl Builoauuod saul| al3 ¥I0Miau INoA Jo auo Jo ‘pasojuow Buiaq Yyoums auy) o}
Pa10aUU09 SYUN} [BUIBIX Y} JO aUO Jayld swuasaldal aull e ‘ady AISA09SIQ 40 1IXa1U0D a3y} U] saul
uonduasag a2InaQ

$92I1naQ T 3|geLl

Issue 1 - June 1999

Discovery ACD User Guide



Report Concepts and Terminology 13
Shifts

Shifts

Before a report can be created, the user must program the appropriate
shifts into the Discovery ACD Configurator. In addition to being used

to create reports during real working shifts, other shift times can be
used to allow the user to better understand what happens outside
normal working hours, or perhaps at certain times of the week (for
example, on Mondays) or at certain times of the day (such as during
break times). In this way it is possible for a report to cover a six-
month period only looking at the activity on Mondays.

Filters

The standard items that make up a report template tend to analyze a
call center from a singular point of view only. For example, consider
the Agent Traffic Report and thextension Traffic Report. These two
reports analyze Agent traffic and the associated Extensaffic in
isolation.

If your call center is set up to route calls to a particular group of
extensions, the performance of each agent on a per extension basis
could be obtained by attaching report filters the report items. For this
example you could either create a series of Agent traffic reports, each
filtered to a different extension. Or you could create a series of
extension traffic reports, each filtered to a different Agent.

Filter elements supported

A report filter is made up of a logical combination of filter elements.
Each report item within a report template can have a different report
filter attached to it if necessary; the following filter elements are
supported:
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Filters
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Report Templates

In order to run a report over a given time period there are a number of
pieces of information required before the report can be run. In
addition to the importance of the accurate configuration of Discovery
ACD, and the possible need to create shifts, the user needs to
understand the structure of report templates.

Templates are created by the user to provide relevant information for
the selected devices being monitored. Templates contain user-
selected report items that can be configured by the user to include or
excludecertain event or traffitypes.

Bear in mind that Event Repowdse hghly detailed and therefore it is
unlikely that you would want to run an Event Report over long
periods of time. Similarly Profile Reports that are suitable for daily
use (on hourly resolution) would not make sense if the report were
being compiled over a six-month time frame. In this case, it may be a
good idea to create templates that each asggded for specific use

and contain appropriate report items.

What Type of Report?

This section is designed to help users see which types of report to use
to display the information they require. Your Discovery ACD product
may not have all of the reports listed f&eo the Poduct Description

to check which reports your Discovery ACD product supports. There
are six groups of reports, Table 3 lists these groups and some of the
individual reports available within those groups.
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Event Reports

Event Reports

Discovery ACD has three types of event reports (refer to Table 4):
O Agent Event Report
O Extension Event Reports
O Line Group Event Reports

Each report records all events that occurred on the specified device
(agent, extension or line group). Events are caused by the device,
such as an agent receiving an incoming call, accepting a call, and
dialing an intercom or outgoing call. Depending on which type of
report you choose, and how you set it up will determine what
information the report shows.

The reports are presented in a call event-per-row format. Pagination
of the report will occur if either there are too many calints¢o fit in

the height of a page (rows) or there are too many statistics parameters
to fit in the width (columns) of a page.
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Traffic Reports

There are 1%ypes of taffic reports, inalding those relating to agents
(refer to Table 5), exteims (refer to Table 6), anlines (refer to
Table 7).

The reports are presented in a time band-per-row format. Pagination
of reports will occur if either there are too many time bands to fit in
the height of a page, or there are too many statistics parameters to fit
in the width of a page.

On all these reportitems types there is an opportunity for
@ the user to choose between displayeerage or total
statistics. When editing the report item the user checks
aboxto indicate whether to show average or total values.
In the case where average and total values are both
required, two report items should treeated thatvould
be identical except that one is for average values and one
is for total values.

Traffic Reports for Agents

There are four different report templates available in Discovery ACD
for traffic reporting on Agents. Available parameters for each report
are listed in Table 5.

Agent Group Taffic Report - Povides a breakdown ofraffic
information for all agent groups within an agent super group (group
of groups), such as “All Agents.”

Agent Group Taffic Profile Report - Ravides a breakdown of the
traffic for individual agents within an agent group.

Agent Traffic Report - Provides a breakdown of tfadfic for
individual agents within an agent group.

Agent Traffic Profile Report - Provides a profile of traffic information
for an individual agent over a number of time periods.

Discovery ACD User Guide Issue 1 - June 1999



23

What Type of Report?

Traffic Reports

ploysaliys sisAfeue [ea buoj ayy ueyl Jabuo|
awin |[ed e yum sjeo Buiobino pue Buiwoou|

ploysaiy sisAjeue |2 Loys ay} ueyl Jauoys
awin |[ed e yum sjeo Buiobino pue Buiwoou|

juabe Ag palamsueun sjed

s|[ed pjoy Aunbu

1uabe/uoISuUaIXa Jaylour 0] S|[ed pallajsuel]

1uabe/UoISUSIXa Jayloue WO) S|[ed pallajsuel]

s|[ea Buiobino

paAIgdal/apewW S|[ed WodJalul/eulalu|

S|[ed Buiwooul paiamsuy
0 JaquinN

uoday ajyoid
ouel] waby

yoday
Jlyel] uaby

yoday
3ljoidonjelt
dnoio Jusby

yoday
oljed]
dnolo usby

la19wered

suoday aiel] uaby ;G a|qel

Discovery ACD User Guide

Issue 1 - June 1999



Traffic Reports

What Type of Report?

24

X X X X S|[ed Wo243jul/[eulalul uo awi [[ed
X X X X S|[ed palsamsue uo awi dn-deipp
X X X X S|[ed palamsue uo aw el
X X X X (awn dn-deum sapnjour) swn |[ed palamsuy
[e10] /obelany
X X uo-pabboj Juabe ajiym 1noy Jad sjea bulobhino
X X X 218UyMas|a palamsue alam ing Buel reyl s|ed
X uo-pabboj si uabe ajiym INoy/s|ed paiamsuy
sisAleue
X X lo pouad 1e s|gejreAeun uabe abejuasiad/sawi]
X X uo-pabboj Juabe ‘Inoy/s|es woaiaiul/eulalu]
X X pouiad sisApeue Buunp uo-pabbo| usbe sawil
uoday ajioi uods Hoday Hoday
d9jiold d a|lyoidouel ] alel] lalaweled
dyfelL aby dyelL aby dnoio Jusby dnolo jusby

suoday aiel] uaby G a|gel

Issue 1 - June 1999

Discovery ACD User Guide



25

What Type of Report?

Traffic Reports

X X (awn dn-desm sapnjoul) awn |[ed paiamsuy
X X awn buu |[eo
awn pjoy 1ed
X X 1sabuo]
X uo-pabboj Juabe inoy/s|res Buiobino
X X S|[e9 J0 JaquinN
X X awn BuipueH
X X X awn pjoy |ed
X X X X awn Buu eo
X X X X s|rea Bulobino Jo awin e
X X X X s|iea Bulobino Jo awn yel
uoday 1oday
Hoday ayo.d Hoday a|ljoidoujel | olel] lalaweled
Oufel | 1usby duyel] by dnouo uaby dnoio usby

suoday aiel] uaby ;G a|qel

Discovery ACD User Guide

Issue 1 - June 1999



Traffic Reports

What Type of Report?

26

s|red bBuiobino

pue Wo2Ja)ul ‘palamsue ‘uo-pabboj unoy/sarel |[e)

(W

ys 01 pazirewlou abeuasiad) Asng juabe awi]

sisAjeue Jo pouad Buunp uo-pabboj Jusbe awil

Jo abejuadiad

uo pabboj sIuabe 1ey; swn Joj inoy Jad sjed

dnoub juabe 10} SOO

awn yrel jes bulobino

awn |res Buiobino

awin [[ed Wolalul/eulau]

X

x | X |x | x | X

awn dn-deim gD

X

X

awin el [ed

uoday ajyoid
ouel] waby

yoday
Jlyel] uaby

yoday
3ljoidonjelt
dnoio Jusby

yoday
oljel]
dnolo jusby

1a19wered

suoday aiel] uaby G a|gel

Issue 1 - June 1999

Discovery ACD User Guide



What Type of Report? 27
Traffic Reports

Traffic Reports for Extensions

There are four different report templates available in Discovery ACD
for traffic reporting on extensions. They give similar information to
the traffic reports for agents. Deming on how the call center is
operated different reports can be uging different parameters (refer
to Table 6).

Extension Group Traffic Report - Provides a breakdown of traffic
information for all extension groups within an extension super group
(group of groups), such as All Extensions.

Extension Group Traffic Profile Report - Provides a profileraffic
information for an agent group, such as Sales Extensions or Support
Extensions, over a number of time periods.

Extension Taffic Report - Provides a brkedown of the traffic for
individual extensions within an extension group.

Extension Taffic Profile Report - Provides a profile of traffic
information for an individual extension over several time periods.
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Traffic Reports for Lines

There are three different report templates available within the
Discovery ACD for traffic reporting on Lines. Parameters available
for each report are listed in Table 7.

o Line Group Traffic Report — provides a breakdownraffic
information for all Line groups within a Line super group
(group of groups), such as All Lines.

O Line Group Taffic Profile Report — pyvides a profile of traffic
information for a Line group, such as Sales from Service
Provider-A, or Lines from Service Provider-B, throughout a
number of time periods.

O Line Traffic Report — provides a breakdown of the traffic for
individual Lines within a Line group.
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Traffic Reports for DIDs

There are four different report templates available within the
Discovery ACD for traffic reporting on DIDs. Parameters available
for each report are listed in Table 8.

o DID Group Traffic Report — povides a breakdown of traffic
information for all DID groups within a DID super group
(group of groups), such as All DIDs.

o DID Group Traffic Profile Report — provides a profile of traffic
information for a DID group, such as Sales DIDs or Support
DIDs, throughout a number of time periods.

o DID Traffic Report — provides a breakdown of the traffic for
individual DIDs within a DID group.

o DID Traffic Profile Report — provides a profile of traffic
information for an individual DID over a number of time
periods.

* Not Supported Until KSU Feature Package 2.
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Utilization Reports

Utilization reports apply to agents and extensions only. This type of
report is available in two formats: standard and profile. There are four
utilization reports in all; available parameters are listed in Table 9.

The reports are presented in a time band-per-column format.
Pagination of the reports will occur if either there are too many time
bands to fit in the height of a page or there are too many statistics
parameters to fit in the width of a page. Times can be shown as
percentage of absolute time (hrs:mins).

O Agent Utilization Report — Provides historical time utilization
data for each agent within a selected agent group. Note that
times are shown as a percentage normalized to the shift
collected within the report.

O Agent Utilization Profile Report — Provides historical time
utilization data for a selected agent presented in a series of
uniform time bands. The interval time governing the time bands
can be anything from one minute up to 999 weeks. Note that
times are shown as a percentage normalized to the shift
collected within the report.

o Extension Utilization Report — Provides historical time
utilization data for each extension within a selected extension
group. Note that times are shown as a percentage normalized to
the shift collected within the report.

o Extension Utilization Profile Report — Provides historical time
utilization data for selected extension presented in a series of
uniform time bands. The interval time governing the time bands
can be anything from one minute up to 999 weeks. Times are
shown as a percentage normalized to the shift collected within
the report.
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Contention Reports

Contention Reports

Contention reports are available as standard or profiled over flexible
time periods.

Contention Report (standard)

A contention report provides the percentage of time a variable
number of members in a group were simultaneously free/busy;
statistics are presented either as non-cumulative or cumulative.

o Non-cumulative - Each line of the report gives the percentage
that all members were free.

o Cumulative - The first line of the report gives the percentage of
time zero members were free. The second line gives the
percentage that up-to-one member was free tfiing line
gives the percentage that up-to-two members were free, and so
on until the number of members in the group or Max Items has
been reached.

A series of either line groups, extension groups, or agent groups can
be analyzed within a single report. The report is presented in a group
member-per-row format. Pagination of the report will occur if either
there are too many group members to fit in the height of a page or
there are too many groups to fit in the width of a page.

Contention Profile Report

A contention profile report provides historical time data for the
percentage of time a variable number of members in a group were
simultaneously free/busy; statistics are presented either as non-
cumulative or cumulative.

o Non-cumulative - Each line of the report gives the percentage
that all members were free.

o Cumulative - The first line of the report gives the percentage of
time zero members were free. The second line gives the
percentage that up-to-one member was free tfiing line
gives the percentage that up-to-two members were free, and so
on until the number of members in the group or Max Items has
been reached.

A single report can analyze either a line group, an extension group, or
an agent group. The report is presented in a time band-per-column
format. Pagination of the report will occur if either there are too many
time bands to fit in the height of a page or there are too many statistics
parameters to fit in the width of a page.
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Distribution Reports

Distribution Reports

Distribution reports provide the number of calls and percentage of
calls where the wait, call, or wrap time fell within a series of user-
configurable time bands. The report can analyze the distribution of
either answered or abdoned calls, or both if required. A series of
either line groups, DID numbers, or DID groups can be analyzed
within a single report.

The report is presented in a time band-per-row format. Pagination of
the report will occur if either there are too many time bands to fit in
the height of a page or there are too many groups/DID numbers to fit
in the width of a page.

Account Code Report

An account coderaffic report povides historical call statistics data
for each account code within a selected account code group. The
available call statistics parameters are as follows:

o Total number of calls (summation of selected call categories
within the report)

Average call handling time
Number of answered incoming calls on each account code
Average call time (including wrap-up time)

Number of transferred incang calls from another extension/
agent for each account code

Number of transferred incdng calls to another extension/
agent for each account code

Number of incoming calls placed on inquiry hold for each
account code

Averagef/total hold time of calls placed on inquiry hold
Number of internal/intercom calls for each account code
Average call time of internal/intercom calls

Number of outgoing calls for each account code

O Average outgoing call time

The report is presented in an account code per row format with a
"totals" entry for the whole group being presented at the bottom of the
report. Pagination of the report will occur if either there are too many
account codes to fit in the height of a page or theedoo many
statistics parameters to fit in the width of a page.

O oo o

O

O

O oo o
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Customizing Report Templates

Working with Report Templates

Discovery ACD provides 30 flerent report templates to stgdu in
the right direction and presents the information typical formats.

Customizing Report Templates

Each report template consists of a number of pre-determined report
items. Any number of reports can be tailored to your requirements,
and run at any time, or for any period, without the need to reconfigure
the template.

Toggle between MIS
and the Reporter Module

812 (/s ] 519 1 (2

Reporter Template Button

Figure 10: Reporter Toolbar

Clicking-on theReport Template button brings up th€onfigure
Report Template dialog box, as displayed in Figure 11.

Configure Report Template m
Print Mame: | 0K I
Report ltems: Cancel |

1: Extension Events for Extn Mo. 100 -

2: Agent Events for Andrew Parker
3: Line Group Events for All Lines Add Item. .. |
4:

Delete ltems

Cut Items

| Delete ltems |
| Cutitens |

Copy Items |
[ Pasto toms |
__Edittton.._ |

Paste ltems

Edit Item__.

- Bename Item... |

Figure 11: Configure Report Template Dialog Box.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.
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Event Reports

Following is an example of setting up a new report template for agent
data. Perform the following steps:

1. Select thdreport Template button from the toolbar.

2. Highlight the template text and type a new name, then click-on
Add. You can also Change, Delete or Rename an existing
template.

3. The Configure Report Template dialog box will appear. In the
print name box type the title. This will appear on the printed
report (usually the same as the template name).

4. Highlight the existing items and click-@elete Items

5. To add new items first highlight the blankasp at the top of
the list and click-orAdd Item.

6. Select an item from the pull-down menu and clickadq.

7. The item then has to be edited — ClickEatit Item and follow
the instructions as detailed in the relevant sections below.

Event Reports

To Configure an Agent Event Report Template, perform the
following steps:

Configure Agent Event Report m
Agent Hame: |Andlew Parker LI'
r Show Associated Extension Show Time Information Cancel |
[#/ Humber [#Name —‘ ’7|_ Date ¥ Time
Filter |
r Show Durati r Monitored Call Types
[V Total VI W ait Vi Call V! Incoming V! Dutgoing
[ Talk ¥ Held VIwrap V! Intercom ¥ Ring On
r Show Ci ted To Inf ki r~ Monitored Event Types

¥/ Humber [¥/Name [V
[ Show Extension in Prefer

[T Show Line in Preference to DID

[¥ILog Dn/OF
VI'wrap Up [V Unavailable

- Show T f d Inf i r Display Widths
[¥ Mumber [“IName Dialed Digits: Account Codes: EI

[~ Show Extension in Preference to Agent

Figure 12: Configure Agent Event Report Dialog Box.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.
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Traffic and Traffic Profile Reports

From the Configure Report Templates dialog box select a
template to change or add a new template.

Add an Agent Event Report to the report items and click-on
Edit Item.

The Configure Agent Event Report dialog box will be
displayed.

Select an agent name that you wish to report-on from the pull-
down menu.

Select what else is needed shown in the report by clicking-on
the relevant boxes (the following diagram should help with the
meaning of these).

When complete click-0@K, then either add more reports to
the template, or run the report.

Traffic and Traffic Profile Reports

Traffic Reports

Traffic reports give information regarding such things as number of
calls answered, offered abandoned. as well as percentages of busy
time, and average call times.

Traffic reports can be run using the following devices:

O

~ O 0O O

Agents and Agent Groups
Extensions and Extension Groups
DIDs and DID groups

Lines and Line groups

First choose the type ofdffic report thatyou wish to
configure. Figure 13 is an example of an Agent Group Traffic
Report.
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Configure Agent Group Traffic Report n

Agent Super Group:
|A|I Agents L“
Cancel |

Column Width: 2 Charact |

olumn Wi aracters Filter
~ Include

¥ Call Traffic [¥ Call Durations | Call Transfers

¥ Ring On ¥ Longest Calls ¥ Performance

~Dizplay times as
[+ Total

"ﬂiscellanenus

Figure 13: Configure Agent Group Traffic Report Dialog Box.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.

. From the Configure Report Templates dialog box, either select
a template you wish to change or add a new template.

. Change the print name and clickAddd Item. Select Agent
Group Traffic Report and click-o8K .

. SelectEdit Item and the Configure Agent Group traffieport
dialog box should display.

From the pull-down menu select the agent supergroup to report

on.

. Specify a column width; determines how many groups are
shown on one page. Next select which categories are included
in the report by placing check marks in the appropriate boxes.

The bottom box is where items are selected for inclusion in the
report. When items have been selected cliclo#h

Now either add more reports to the template, or run the report.
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Traffic and Traffic Profile Reports

Agent Traffic Report

Figure 14, and the following steps detail how to configure an Agent
Traffic Report.

Configure Agent Traffic Report |

R [ ox ]
|AII Agents L||
Cancel |
Agent
" Mumber Mame (% Both Filter |
~ Total
W cCall: [ Time [V Usage

— Calls
¥ Answered ¥ Transferred ¥ Ring On

¥ Intercom ¥ Dutgoing

~ Performance
W Calls v Availability ¥ Call Rate

— Display times as
[ Total

"ﬂiscellaneuus

Figure 14: Configure Agent Traffic Report Dialog Box.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.

1. Follow the instructions for creating@oup Traffic Report,
up to Step 4, where Agent Group should be selected instead of

Super Group.

2. Select the information you wish to appear on the report by
selecting the check boxes. When complete clicko#n

3. Now you can either add more reports, or run the report.
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Traf fic and Traffic Profile Reports

Traffic Profile Reports

A Traffic Profile Report preides historical call statistics data for a
selected agent group, presented in a series of uniform time bands. The
interval time governing the time bands can be anything from one
minute to 999 weeks.

Group Traffic Profile Report

Figure 15, and the following steps detail how to configure Group
Traffic Profile Report.

Configure Agent Group Traffic Profile Report E
Agent Group:

|AII Agents L"

Titles
[[Day [ Month [ Year
¥ Date [ Time

Cancel

Filter

is

~ Prohle Interval
Cweeks  Days

{TUHours Mins EE' Mins

Maximum Intervals: mu

[¥]
rInclude
¥ Call Traffic ¥ Call Durations  [#| Call Transfers
¥ Ring Dn ¥ Longest Calls ¥ Performance

r~ Display times as
[T Total

Figure 15: Configure Agent Group Traffic Profile Report Dialog Box.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.

1. From the Configure Report Template dialog box select and Add
the traffic profile report and click-oRdit Item.

2. Select the appropriate Agent Group from the pull-down menu.
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3. Set the required titles, that you want shown on the report.

4. Set the profile intervals i.e., weeks, days, etc. and how many
each interval should be (for example, 2 days or 3 hours)

5. Choose a maximum value for the number of intervals (i.e., 4
weeks, 31 days, 24 hours, 60 minutes. This determines how
long the report will be.

6. Click-onOK when done.
7. Now either add more reports to the template or run the report.

Agent Traffic Profile Report

A Traffic Profile report canlao be done for an individual agent. It is
set up in the same way as a group traffic report but using an agent
name instead of a group naimefer to kgure 16).

Configure Agent Traffic Profile Report E
Agent Name:

| Andrew Parker

-]

rTitles
[Day [
¥ Date [

Month  [“IYear

Time

 Weeks

~ Profile Interval

Cancel

i

Filter

i Days

Mi
T Hows Mins E@ ins
i - ]
Maximum Intervals: mﬂ
~ Total
W Calls [ Time [ Usage
—Calls
¥ Answered ¥ Transferred [ Ring On
[ Intercom ¥ Dutgoing
—~ Performance
[“ICalls [ Availability
Display times ag—— Miscellaneous
[ Total ’7 ing

Figure 16: Configure Agent Traffic Profile Report Dialog Box.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.
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Distribution Reports

The Wait Time Distribution report displays information regarding
how many calls were answered within time intervals set by the user.
The report can be configured in the Configure Wait Time Distribution
Report dialog box (refer to Figure 17), using the following steps.

Configure Wait Time Distribution Report

Device Type: |Line Super Group L”
Device HName: |AII Lines L” Cancel |
Includ Intervals:
- ;l]l]l]l]l]l] Create Intervals. |
¥ Answered 00:00:03
00:00:06 Delete Int |
00-00:09 Delete Intervals
¥ Abandoned 00-00:12 o | |
00-00:15 Edit Interval._.
Column Width: E Characters Filter |

Figure 17: Configure Wait Time Distribution Report.
For further information on any part of this dialog box,
refer to Help by pressing the F1 key on your keyboard.

1. From the Configure Report Templaialog box select and Add
the Wait Time Distribution Report and click-&dit Item .

2. Select the Device Type and Device and eifdat more
reports to the template, Bun the report.

Call or Wrap Time Distribution reports can be created in a similar
manner, using the configuration screens for those reports.

Utilization Reports

Utilization Reports provide a breakdown overview on the events for
agents or extensions during a pre-determined period of time. This
type of template is available for agents and extensions only and can
be accessed in standard or profile format.
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Utilization Reports

To configure a Standard Agent Utilization Repoefer to Figure 18),
perform the 6llowing steps:

Canfigure Agent Llizatinn Fepnrt

Agent Group: -“
T
Cancel |
Agent

’V O Humber & Name O Doth ‘
r Utilization Categon

VI Call Time [T Held Time 2 Availahility

[l Ring On Time [ Logged On Time

[ Total [ with Respect To Agent Logged On Time

r Display times as—‘ "Utilizalim Calculati

Figure 18: Agent Utilization Report Template Dialog Box

1. Click-on theReport Template button from the toolbar.

SelectUJtilization Reports from the drop-down template
selection box and click-o@hange

3. SelectAgent Utilization Report under the report items., then
click-on Edit Item. You can also change, delete, or rename an
existing template.

4. The Configure Agent Utilization Report Template dialog box
displays. From the Agent Group pull-down menu, select the
agent group that you wish to report on.

5. Select all options you would like to show in the report by
clicking-on the relevant boxes.

6. When completed click-0®K, then either add more reports to
the template or run the report.
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Utilization Reports

Extension Utilization Profile Report

To configure an Extension Utilization Profile Repadfér to Figure
19), perform thedllowing steps:

Connfigure Fxtensinn Lilizatinn Profile Repnrt
Extension Hame: “
e o ]
Cancel

r Litles
[ODay [CHonth [I¥ear
[# Date ¥ Time

r Profile Int
[ [
Weeks Lrays E Hours
@ Hourzs O Mins

Maximum Interrals: E

Utilization Categori

[ Call Time [T Held Time [#] Availability

¥ Ring On Time ¥ Logged On Time

Display imes as —
’7 [ Total

Figure 19: Extension Utilization Profile Report Dialog Box

Click-on theReport Template button from the toolbar.

SelectUtilization Reports from the drop down template
selection box and click-o8hange

. SelectExtension Utilization Profile Report under the report
items, then click-orEdit Item . You can also change, delete, or
rename an existing template.

The Configure Extension Utilization Profile Report Template
dialog box displays. From the Extension Name pull-down box,
select the extension that you wish to report on.

Select the titles you would like to show in the report by
clicking-on the relevant boxes.

. Determine the Profile Interval. Profile reports are suitable for
daily use (on hourly resolution). Define the maximum amount
of intervals.

Select all other options you would like to show in the report by
clicking-on the relevant boxes.
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Account Code Report

8. When completed click-0@K, then either add more reports to
the template or run the report.

Account Code Report

An Account Code Report provides historical call statistics data for
each account code within a selected account code group. This type of
report can be used to measure success rates on sales promotions and
advertising strategies.

To configure an Account Code Reporfer to Figure 20), perform
the following steps:

Configure Account Code Seport

Account Code Group:

Financial Products J

Cancel

ik

Account
' Number ' Mame ) Both ‘

1

Eiker |

otal

[ calls [ Time

!

Calls

¥l Answered [ Transferred

[ Intercnm % Nutgning
Display times as Mizcellaneous
’V [T Total ’7 [Tlinclude talk Gme

Figure 20: Account Code Report Dialog Box

1. Click-on theReport Template button from the toolbar.

SelectStandard Reportsfrom the drop-down template
selection box and click-o@hange

3. Select Highlight Account Code Report under the report items,
then click-onEdit ltem. You can also change, delete, or
rename an existing template.

4. The Configure Account Code Report Template dialog box
displays. From the Account Code Group pull-down box, select
the group that you wish to report on. Define the way you want
the report to identify the account code.

5. Select all other options you would like to show in the report by
clicking-on the relevant boxes.

Issue 1 - June 1999 Discovery ACD User Guide



56 Working with Report Templates
Contention Reports

6. When completed click-0®K, then either add more reports to
the template or run the report.

Contention Reports

Contention Reportare utilized to showow much time specific
resources (line or agent/individual or group) are unused during pre-
specified periods of time. Discovery ACD presents this information
in two ways: Standard and Profile.

Standard Contention Report

A Standard Contention Report provides the percentage of time a
variable number of members in a group were simultaneously free or
busy. This report can be requested to compare performance among
several groups or within a single group. To configure this report
(refer to Fgure 21), perform theoflowing steps:

Configure Contention Feport

Devico Iype: [T NN [0k

Nevice Name: |AII Agcnta j| Cancel |

Maximum ltems: E@ Free
Column Width: Characters

[l Cumulative Statistics

Figure 21: Configure Contention Report Template Dialog Box

1. Click-on theReport Template button from the toolbar.

2. Select Contention Reports from the drop-down template
selection box and click-o@hange

3. Select Contention Report under the report items, then click-on
Edit Item. You can also change, delete, or rename an existing
template.

4. The Configure Contention Report Template dialog box
displays. Make your selection from the Device Type pull-down
box. Define the Device Name.

5. Specify maximum amount of items and column width, and
indicate if you would like to see cumulative statistics.
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Contention Reports

6. When completed click-0®K, then either add more reports to
the template or run the report.

Contention Profile Report

A Contention Profile Report provides historical time data for the
percentage of time a variable number of members in a group were
simultaneously free/busy. The interval time governing the time
parameters can be configured from 1 minute up to 999 weeks.

Profile Reports are suitable for daily use (on hourly resolution). A
single report can analyze a line group, an extension group or an agent
group. To configure a Contention Profile Reportdréo Fgure 22),

and perform the following steps:

Canfigure Contentinn Profile Repnrt

Device Name: |p Dvpment J| Cancel |

~Tilles
[Opay [CMonth [I¥ear
[¥IDate [¥ Time

Profile Interval

Ciweaeks (O Daye EEI Hours

@ Hours O Mins

M aximum Intervals: g
Makimum ltems: EE Free

[ Cumulative Statistics

Figure 22: Configure Contention Profile Report Template Dialog Box

1. Click-on the Report Template button from the toolbar.

2. Select Contention Reports from the drop-down template
selection box and click-o@hange

3. Highlight Contention Profile Report under the report items,
then click-onEdit Item . You can also change, delete, or
rename an existing template.

4. The Configure Contention Profile Report Template dialog box
displays. From the Device Type and Device Name pull-down
boxes, make your selections.
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Creating a New Report Template

5. Select the titles you would like to show in the report by clicking
on the relevant boxes, and determine the Profile Interval.

6. Define the maximum amount of intervals.

7. Select all other options you would like to show in the report by
clicking-on the relevant boxes.

8. Indicate if you would like cumulative statistics included in the
report.

9. When completed click-0®K, then either add more reports to
the template or run the report.

Creating a New Report Template
In order to create a new report template, perform the following steps:

1. Access the Discovery ACD Reporter by clicking-on the
Reporter icon on the toolbar, or by selectiRge>Discovery
ACD Repaorter from the menu bar. The first time Discovery
ACD Reporter is selected, it will take a few seconds to open,
thereafter the toggle between the two modules is immediate by
clicking-on the Reporter and MIS iconsféeto Rgure 23).

§% Discoven, y ACD MIS Demo

File Setup Wallboards Window Help

%ﬂ, m[=E [General Status (1) = 154113
Reporter lcon

li{lDiscnvely ACD Reporter Demo !n

File Yiew Page Setup 0Odbc Window Help
r!‘ @ Page::@ Magnification:l:@X

MIS lcon New Report lcon Report Template lcon

Figure 23: Discovery ACD MIS and Reporter Toolbars

2. To create a new report template, select the Report Template
icon on the toolbaréfer to Figure 23), or seleBet-
up>Report Templatesfrom the menu bar.

3. Enter a new template name in the Report Template dialog box
by typing over the existing name. Note that the Change button
becomes an Add button when a new name is entered. Click-on
the Add button to register the new template name.

4. The template name may not be the text you want on the printed
report. Enter the report title you want at the top of the printed
report in the Print Name box.
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Creating a New Report Template

5. Each of the report items default to those of the last selected
report template. You may choose to delete these items and add
some of your own. To delete an item, select it by clicking-on it
with the left mouse button, then click on thelete Items
button. To add an item, click-on tield Item button and select
an item from the drop-down list that is displayed.

6. Note that when a new item is added toReport Items list, it
appears on the line above the one that is highlighted. Use the
Cut, Copy, andPaste Itembuttons to change the order of the
report items so they will be printed in the order you desire.

7. Once an item has been selected to appear in the ngporhay
edit it to ensure it is going to show relevant information. To edit
a selected item, click-on thH&dit Item button, then use the
drop-down lists and check boxes to define thmmeters of the
report item.

8. Once you are happy with your report items, clickait and
close the Report Templates window. You are now ready to
compile your report.

If you have to create a number of Report Items that need
@ to be identical except for the device name, it is best to
create the first one and edit it. Next, use the Copy Items
and Paste Items buttons to create multiple copies of the
report item, then edit each one in turn to change the

device name.

Compiling a New Report

Discovery ACD compiles new reports based on user-defined
parameters. You select all the parameters, including the desired
period. With Discovery ACD,your reports can include information
from the very first day it was installed if needed. Befarating a

new report, prepare a suitable report template as described above,
then perform the following steps:

1. To compile the report, click-on the New Report icon (refer to
Figure 24) on the toolbar or selégte, Newfrom the drop-
down menu.

* Discovery ACD will compile reports in 31-day
increments leading back to the first day of installation.
Discovery ACT'USwill compile any time parameter.
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Printing Reports

2. Define the period, range, over which you want to run the report.
Enter the shift that the report is monitoring, then select the
applicable report template.

3. When all details have been entered, clickadf, then wait a
few moments for your report to be compiled.

On your newly compiled report, notice that the header contains
information such as the shift name, the start and stop time and date,
the creation date, the site name, and the template name. Also
displayed is the number of pages in the report (useful to know before
you print it).

The toolbar provides the means by which you scroll through the
pages of the report, and zoome-in for the details of the report using the
magnification buttons.

Create Report Print Report Page Scroll Buttons
@ File Vi Page Setup /Odbc Window Help

@I&I DI@IEI@I %II Page:uf 53 Magnificaliun:z

Open Configurator Page Magnification Buttons

Figure 24: Reporter Toolbar

On your report, notice that parameters which exceed your alarm
threshold appear in red. If you are not using a color printer, these
are printed in bold type for clarity.

Printing Reports

Discovery ACD provides the ability to print generated reports as
needed. Reports can be printed either page-by-page, or all pages at
once. To print a report, perform the following step:

1. While viewing the report you want to print, click-on fent
icon on the Reporter toolbar, or seléde>Print from the
drop-down menu.

Filtering Data Using Shifts

With Discovery ACD, you can select one or all of the parameters for
your reports, including the time periods. Reports can reflect
predefined shifts that represent working hours fiétent goups or
specific time periods which there are recurring problems, such as
Monday mornings and Friday afternoons.

Once a shift has been created, you can compile a report (on a
previously-ceated report template that defines the information
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required for the specified period) using data collected only during that
shift. This is particularly useful for a manager who may need to find
out what happened during a particular shift when a manager may not
have been present.

Adding Filters to Report Items

To add a filter to a report item within a report template click the Filter
button within the configuration dialog box for the report item. A
Report Filter dialog box will now amar inwhich you should do the
following:

1. Select an insertion point in the Filter Elements list box and
click-on theAdd Element button. In the dialog box that
appears, choose the type of filter element required and click-on
the OK button.

2. Next, double-click the newly-added filter element in the list
box and in the dialog box that egg's; configure the filter as
required. PresB1 if you need help specific to the report
element.

3. Repeat stages 1 and 2 if a combinational filter is needed. For
example all calls associated with a specific DID number in
addition to having a specific account code attached to them.

4. By default, the logical combination of the filter elements is the
AND operator. This can be changed to an OR operator by
selecting a filter element and checking the OR with previous
box to insert an OR operator before the filter element.

5. Checking the NOT box can reverse the meaning of any selected
filter element. For example all calls connected to a specific
agent, becomes all calls not connected to a specific agent.

6. Click-on theOK button when finished assembling the report
filter.

When assembling combinational filters, note the order of precedence
of the logical oprators is NOT followed by AND, followed by OR.

For example the logical expression:

A AND B OR NOT C OR D AND NOT E
actually means

(A AND B) OR (NOT C) OR (D AND (NOT E)).
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Exporting and Importing Data

DiscoveryACDP!USallows you to conveniently export reports in text
format for use in popular spadsheet software programs such as
Microsoft ExceP. To export data, perform the following steps:

1. First, create a folder on your computer to hold the exported file.
Then, click-on the Export icon and save the file in that folder
(you will be prompted to rename the file).

2. To import the file into a spreadsheet (into MS Excel, for
example), select File, Open, then select Files of Type, to be
Text Files. Locate the file to be imported, highlight it, then
click-on OK.

3. Ensure that the data type is delimited, select comma as the
delimiter, click-on Finish. The data should now appear in the
spreadsheet.

Saving Generated Reports

Discovery ACD provides the ability to save and later recall any report
generated. To save a report, perform the following steps:

1. Selectrile>Savefrom the drop-down menu.
2. Define the drive and folder where the report should be saved.
3. Name the report and click-@K .
Recalling a Saved Report
To recall a previously saved report, perform the following steps:
1. Selectrile>Openfrom the drop-down menu.

2. Define the correct drive and folder are the report was saved,
then select the report and click-@K.
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