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I INTRODUCTION

Purpose

This is the user’s guide for OfficeServ DataView, which provides monitoring and statistics data for
the OfficeServ system. This guide provides detailed information on the main functions of OfficeServ
DataView and describes how to install and use OfficeServ DataView.

Document Content and Organization

This guide consists of 8 chapters and 1 annex as follows:

CHAPTER 1. Overview of OfficeServ DataView
This chapter provides an overview of OfficeServ DataView and its functions.

CHAPTER 2. OfficeServ DataView Installation
This chapter provides information on installing OfficeServ DataView.

CHAPTER 3. OfficeServ DataView Menus

This chapter describes the components and settings of OfficeServ DataView and method of
using these programs.

CHAPTER 4. Statistics
This chapter describes the statistical functions supported by OfficeServ DataView.

CHAPTER 5. Monitoring
This chapter describes the system monitoring functions supported by OfficeServ DataView.

CHAPTER 6. Scheduled Reports
This chapter describes the scheduled report functionality of OfficeServ DataView.

CHAPTER 7. Troubleshooting

This chapter describes how to troubleshoot the problems that may occur while installing or
using OfficeServ DataView.

© SAMSUNG Telecommunications America, L.P. \Y



ANNEX A. Abbreviations
Describes the acronyms used in this guide.

Conventions

The following special paragraphs are used in this document to point out information that must
be read. This information may be set-off from the surrounding text, but is always preceded by

a bold title in capital letters.

CHECK | CHECKPOINT
N Provides the operator with checkpoints for stable system operation.

- NOTE | NOTE
> Indicates additional information as a reference.

© SAMSUNG Telecommunications America, L.P.
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I CHAPTER 1. Overview of OfficeServ DataView

This chapter provides an overview of OfficeServ DataView and describes its functions and system requirements.

Overview of OfficeServ DataView

OfficeServ DataView is a monitoring and statistics application for Samsung OfficeServ phone
systems, and provides information on current system usage as well as cumulative statistics on
usage through web-based user interfaces.

OfficeServ DataView has the following components:

- The Data Collector which analyzes the call events generated by OfficeServ Link.

- The Data Manager processing module that calculates statistics on the collected data
and saves the statistical data in the database.

- The Scheduler program which manages the other modules and provides statistics on
database usage. The Scheduler also provides backup and restore functions for
scheduled reports and event logging databases.

In order to use OfficeServ DataView, the OfficeServ Link program must be installed.
OfficeServ Link acts as a gateway between the phone system and OfficeServ DataView,
passing events from the phone system to OfficeServ DataView. OfficeServ DataView can run
concurrently with OfficeServ Link on the same server, or on a separate dedicated server
depending on user load.

The OfficeServ system, OfficeServ Link, and OfficeServ DataView communicate via TCP/IP
(Transmission Control Protocol/Internet Protocol).

© SAMSUNG Telecommunications America, L.P.



System Requirements

Category

Specification

Operating System

Windows 2000 Series (Service Pack 3 or higher); T
Windows XP Professional (Service Pack 1 or higher); T
Windows 2003 Series

TWindows 2000 Workstation and Windows XP Professional
are limited to 10 concurrent web users. If more users are
required, a server version of Windows 2000 / 2003 is
required

Processor(CPU) Pentium IV at 1 GHz or higher
(Requirements for CPU and memory depend on number of
lines and maximum traffic.)

Memory (RAM) 512 MB or higher

Network Interface Card

10/100 BASE-T

Web Server

Microsoft Internet Information Services (11S) v5.0 or higher

Database

If using SQL Server configuration, Microsoft SQL Server
2000 or higher is required.

If using Microsoft Access configuration, there are no special
requirements except that the database file size is limited to
2 GB.

Charts and Graphs

Microsoft Excel must be installed on both the server and
any client machines in order to view charts for statistical
reports.

© SAMSUNG Telecommunications America, L.P.



Functions of OfficeServ DataView

OfficeServ DataView supports the functions below:

Live Monitoring

OfficeServ DataView monitors lines and call status for all phone system devices. OfficeServ
DataView can monitor a specific trunk range or a specific station range as well as check if a
trunk or station has exceeded a user-programmable time limit. Monitoring can be performed
on a variety of device characteristics such as a trunk, station, UCD(Universal Call
Distribution), Operator (attendant), and VM / AA(Moice Mail or Automated Attendant) groups.
OfficeServ DataView also supports a configurable software wallboard that traces live changes
in a variety of different monitors, such as the number of queued calls in a UCD group, or the
total number of answered UCD calls for the current day. Live Monitoring data is gathered
from OfficeServ Link by the Data Collector and saved to a log database by the Data Manager
module.

Call Statistics

OfficeServ DataView provides statistics on all call activity in the phone system. OfficeServ DataView
displays statistics according to a variety of characteristics such as trunk, station, UCD(Universal
Call Distribution), Operator (attendant), and VM / AA(Voice Mail or Automated Attendant)
groups as well as statistics on DID(Direct Inward Dialing) numbers. Every 15 minutes the Data
Manager module summarizes the call events from the log database and saved into a summary
database to increase the speed of statistical reporting.

Scheduled Reports

OfficeServ DataView provides the ability to schedule specific trunk or UCD reports to run for
a specified period. OfficeServ DataView can automatically generate reports daily, weekly, or
monthly as well as provide the ability to view, back up, or delete a report. OfficeServ DataView

also provides the ability to deliver automatically generated reports to users in a variety of ways,
including delivery as an e-mail attachment, FTP upload, and saving to a network drive.

Database Backup and Restore

OfficeServ DataView tracks the size of both log and summary databases and creates forecasts
of approximately when each database will pass the programmable threshold. OfficeServ
DataView will alarm when a database nears the threshold value, and provides the ability to
perform emergency back up the database file in order to create a fresh new database with no
loss of reporting functionality, as well as the ability to schedule automatic backups for tighter
data file management.

OfficeServ DataView Event Logging

OfficeServ DataView can monitor operation status of each module and save events to a log file
for debugging purposes. The Scheduler module provides a user interface which enables
individual start/stop and batch start/stop of program modules easily.

© SAMSUNG Telecommunications America, L.P. 3



I CHAPTER 2. OfficeServ DataView Installation

This chapter provides information on installing OfficeServ DataView.

Before Installation

The following must be done before installing OfficeServ DataView:

Verify Specifications of The Server Where OfficeServ DataView Will be Installed

OfficeServ DataView is typically installed on a server PC. This may or may not be the server
running OfficeServ Link. Verify that the server meets the minimum operating system,
processor, and memory requirements detailed in the *System Requirements’ section of
‘CHAPTER 1. Overview of OfficeServ DataView’. Verify that Microsoft 11S and OfficeServ
Link have been installed on the server.

Obtain a Valid License Number for OfficeServ DataView

A valid license number must be registered in OfficeServ Link in order to operate OfficeServ
DataView. A license number can be obtained from the Samsung dealer from whom OfficeServ
DataView was purchased. The license number should be entered into the OfficeServ Link
License Tools module. If a valid license number is not registered, OfficeServ DataView will
not operate.

Check the IP Address of the OfficeServ Link Server

OfficeServ DataView communicates with OfficeServLink via TCP/IP. In order to facilitate
these communications, the IP address of the OfficeServ Link server must be entered into
OfficeServ DataView. Contact the OfficeServ Link or phone system administrator to obtain the
IP address of the OfficeServ Link server.

© SAMSUNG Telecommunications America, L.P. 4



Installing OfficeServ DataView

Follow the steps below to install OfficeServ DataView.
OfficeServ DataView is installed in the ‘C:\Program Files\Samsung Electronics\OfficeServ
DataView’ folder by default.

1. Insert the OfficeServ Aplications CD-ROM and follow the onscreen menus to locate the
OfficeServ DataView setup link. If OfficeServ DataView was downloaded from the
Samsung website, locate the installation file that was downloaded and double click the file
to run it.

2. Once the <InstallShield Wizard> window appears select a language for the installation
program and click [Next >].

Install i<

3. Choose a country and click [Next >]

‘Welcome to the InstallShield Wizard for "'OlficeServ
DataView'

heeld]
slect

Testarll%ic 4 W cpoo | [Hed>) ] cancel |

© SAMSUNG Telecommunications America, L.P.



4. Carefully read the license agreement from the <License Agreement> window and check “I
accept the terms of the license agreement” then click [Next>].

DfficeServ DataView - InstallShield Wizard

License Agreement
Pl ad the f i

O | accept the terms of the license agreement

® | do not accept the terms of the license agreement

InstallShidd [ < Back l[ Next> } | Cancel V

DfficeServ DataView - InstallShield Wizard
Setup Type

All program features will be installed. (Requires the most disk space.]

t which program features you want installed. Recommended for advanced

InstallShidd [ < Back l[ Next> } | Cancel V
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6.0nce the <Ready to Install the Program> window appears click [Install].

DfficeServ DataView - InstallShield Wizard

Ready to Install the Program

» to begin installation

Click Install ta begin the installation.

ant to review or change any of your installation settings, click Back. Click Cancel to exit the

InstallStidd

[ cancal |

DfficeServ DataView - InstallShield Wizard

Setup Status

OfficeServ DataVi figuring your new software installation.

Installing

InstallStidd

© SAMSUNG Telecommunications America, L.P.



8. Select a database format (SQL or Access) to be used for OfficeServ DataView from the
<Database Type> window and click [Next>].

DfficeServ DataView - InstallShield Wizard
Database Type

Select your database type.

55 Driver(” mdb)

InstallShizld [ < Back H Mext> ] { Cancel ]”

9.1 SQL Server is selected, a window will appear to enter information about the SQL Server.
Enter the SQL Server name (or IP address), user ID, and password then click [Next>].

DfficeServ DataView - InstallShield Wizard

SAL Server Configuration

Please enter the valid SOL Server Name, User ID, and Password.

SqlServer | [l==lN

InstallShizd

© SAMSUNG Telecommunications America, L.P.



10). select a location where the database will be installed from the <Database Location for
SQL Server> window. The database can be installed in a shared folder on the server (My
Computer) or a network location (Network Computer).

DfficeServ DataView - InstallShield Wizard

Database Location for SQL Server

‘which place you want to locate the database files?

O My Computer

® Network Computer

InstallShidd I <Back || Mew> } [ cancel F

Then, specify a folder.
x|

Flease choose an existing folder,

Path:

_: 1 DakaViewDEB

Directories:

EI--Q Local Disk {C:)
-] compan

{:l Config,Msi
-] CTI

----- 5] DataviewDE

{:l Documents and Setkings

[

w7 186 i

Ik I Cancel |

E]C"ECK | Using Microsoft Access Driver(*.mdb)

Steps 7 and 8 will be skipped if Microsoft Access Driver(*.mdb) configuration is used.

© SAMSUNG Telecommunications America, L.P. 9



11. A message will be displayed asking whether or not to attempt upgrade of database files.

As this is a new installation, choose No.

?)  Would you ke to update the database files?

I Yes I [_No ]

@C"ECK | Using Microsoft Access Driver(*.mdb)

Step 11 will only be displayed if Microsoft Access Driver(*.mdb) configuration is used.

12, once OfficeServ DataView setup is completed, click [Finish].

DfficeServ DataView - InstaliShield Wizard

InstallShield Wizard Complete

The InstallShield Wizard has successfully installed OfficeServ DataView. Click Finish to exit the
wizard.

InstallShidd ] | cancel

© SAMSUNG Telecommunications America, L.P.
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13. A message will be displayed explaining that the linternet guest account
(IUSR_<computername>) must be given permissions to access the OfficeServ DataView
system folders. Follow the instructions then click [Next >].

[ OfficeServ DataView - InstallShield Wizard

Folder Security Permizsions

Folder security should be permitted az follows before staiting Dataview.

fliceSery DataView\D

he night mouse bu
dear it

InstaliShisld | <Beck I‘| (Nest>] [ 1 ]

14. A prompt will be displayed asking if Office Web Controls should be installed. Click [Yes]
to launch the OWC installer.

; ? ) Would you like to install the OWC{Office Web Control) now?

I Ves I [ Mo ]

CHECK | Office Web Control (OWC)
The OWC package is required to allow users to view live monitoring charts and graphs through
the DataView web interface.
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15. Carefully read the license agreement and check “I accept the terms of the license
agreement” then click [Next>].

|3 Microsoft Office 2003 Web Components Setup

Microsoft Office 2003 Web Components o s
L L]

End-User License Agreement & 53

To continue with Office Web Components installation, you must accept the terms of the
End-User License Agreement. To accept the agreement, dick the check box below.

END USER LICENSE AGREEMENT FOR MICROSOFT OFFICE WEB COMPONENTS
=)

IMPORTANT-READ CAREFULLY: This End-User License Agreement ("EULA") is a legal

agreement between you (either an individual person or a single legal entity, who will

be referred to in this EULA as "You") and the Licensor for the Microsoft software

technology that displays this EULA, including any associated media, printed materials

and electronic documentation (the "Software”). The Software also indudes any

software updates, add-on components, web services and/or supplements that the

Licensor may provide to You or make available to You after the date You obtain Your

initial copy of the Software to the extent that such items are not accompanied by a

separate license agreement or terms of use. By installing, copying, downloading,

accessing or otherwise using the Software, You agree to be bound by the terms of

this EULA. If You do not agree to the terms of this EULA, do not install, access or

use the Software. For purposes of this EULA, the term "Licensor " refers to Microsoft

Corporation, except in the event that You acquired the Software as a component of

a Microsoft software product originally licensed from the manufacturer of your L‘_'J

[¥]1 accept the terms in the License Agreement

m

s [ nstal ] | cancel |

16. When the OWC has finished installing, clok [OK] to resume OfficeServ DataView setup.

(i Microsoft Office 2003 Web Components Setup

[Cln  Microsoft Office 2003 Web Components Setup has completed
el successfully,

17. A prompt will be displayed asking if the Scheduler application should launch. Click [Yes]

to launch the Scheduler.

Queshion

© SAMSUNG Telecommunications America, L.P.
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18. A prompt will then appear asking if the configuration window should be opened before
the Scheduler launches. For initial setup choose [Yes].

Schedule

19. once the Connection Options window is open, enter the IP address of the OfficeServ
DataView server in the ‘Host Name/Address’ field. Enter the IP address of the
OfficeServ Link sserver in the ‘1P Address’ field (this may be the same IP address as the
OfficeServ DataView server).

Connection Options

Hast Namestddie

Site Mame [EI|:it_iu_jna_I]

- DfficeSery Link Coninection

IP Address : | 1111

Part Mo | g0a0

-~ DfficeSery Dataiew Listen Port

| 5100

ok I Cancel

ROIE | Troubleshooting
If OfficeServ DataView does not operate properly after installation, refer to ‘CHAPTER 8.
Troubleshooting.”
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CHAPTER 3. OfficeServ DataView Menus

This chapter describes the menus and windows of OfficeServ DataView.

Components of OfficeServ DataView

OfficeServ DataView is configured with four server modules: Data Collector, Data Manager,
Scheduler, and the DataView web application that allows viewing of data on monitoring and
statistics.

OfficeServ System

OfficeServ Link

A

v Web
| _ _ Config Client
|
Data Collector | com /
\\
Monitor Client
Data Manager COM Reporter

\ Web

Client

\ /

— 3
Database
Driver
As shown above, the server modules of OfficeServ DataView exchange data with the

OfficeServ phone system through OfficeServ Link.

The web application interfaces with the other modules through the COM(Component Object
Model) interface and the selected database driver (SQL Server or Access).

Users interface to the web application through the Windows [1S(Internet Information Server)
service.
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Scheduler

The OfficeServ DataView Scheduler module provides the ability to configure, start, or stop the
other server modules of OfficeServ DataView and to monitor the operation of OfficeServ

DataView.

The Scheduler module is also responsible for creating scheduled reports at correct intervals, and

monitoring the sizes of database files. Scheduler also provides the ability to back up both
database files and scheduled reports. Database files can be scheduled for periodic backups, as
well as emergency backups in the event the database reaches the specified size limit.
Although OfficeServ DataView will function properly without the Scheduler module running,
none of the above functions can be performed unless the Scheduler is running on the server.
Select [Start] > [Programs] - [OfficeServ DataView] - [Scheduler] to execute Scheduler.

Scheduler Windows

Status Window
Upon starting Scheduler, the window below will appear:

File Option Help

Data Collector

Start

D ata Manager

[_'—l o Addio
" Spstem Tray

Temporary Chart Images

Start

fl ke Ek

Delete

Start Al : 115 Reset

| ainpavos | aseqeiea | smelg
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If a module is not currently running the [Start] button will be enabled and the icon will be
greyed. If a module is running the [Stop] button will be enabled and the icon will be colored.

If a server module fails to respond to a connection message received from Scheduler, a
warning icon will be displayed. If this happens the module may need to be restarted.

Select whether to display the Data Manager icon in the system tray by using the checkbox at
the right of the Data Manager icon.

The Temporary Chart Images section provides the ability to delete all cached chart images that
have been generated via the web interface

[Start All] and [Stop All] are used to launch Manager and Collector with one click.

In the event of an error in web service, click [11S Reset] to restart the Windows I1S service.
Restarting the 11S service will terminate all of the currently established sessions.

Database Window
Click the [Database] tab to display the following:

File Option Help

e

=

i Log Dratabaze 7|
=]

Size [Butes] : | 176128 Backup | %
o

W

Sverage Growth 1o = a
Per Hour [Bytes) : | 503 m »
3

E

|=

The Log databaze file will be grow to 2GB =z approximately
i 175778 days.

Summary Databasze

Seelfesl: | 290815 Backip |
Average Growth Ii :
Per Hour (Bytes] : 841 Settings...

The Summary databaze file will be grow to 2GBs
approximately in 106380 days.
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The database window displays the file size, average growth per hour, and estimated amount of

time it will take for the database file size to reach the threshold value for both the event log
database and the call summary database. The database window is also used to configure
automatic backup settings. Databases cannot be backed up if the Data Manager module is
running. Therefore, the module should be stopped before attempting a backup operation.

Click

'?3

ok | Cancel J

Enter a description for backup and the backup path and file name then click [OK].

The [Settings...] button will only be enabled when DataView is configured to use the
Microsoft Access database format.

Clicking the [Settings...] button for the Log Database will display this window:

| UseEmergency Backup  Threshold: MB

Path:

| Usze Scheduled Backup

Frequency: Dray: Tirne:

| = El =
Fath:

| [

Cancel

© SAMSUNG Telecommunications America, L.P.
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Use Emergency Backup: Marking this option causes Scheduler to backup the OfficeServ
DataView Log database when the size of database reaches the specified threshold.

Item Description
Threshold Enter limit of database file size in megabytes(MB).
Path Enter path to save backup database file to.

Use Scheduled Backup: Marking this option causes Scheduler to backup the database at a
specified interval.

Item Description
Frequency Choose backup frequency: daily, weekly, monthly
Day Choose which day to perform the backup
Time Enter the time to perform backup.

Path Enter path to save backup database file to.

Clicking the [Settings...] button for the Summary Database will display this window:

| UseEmergency Backup  Thieshold: 1B

Path:

I Use Temporary DB Copy  Time: | =

Path:

Cancel
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Use Emergency Backup: Marking this option causes Scheduler to backup the OfficeServ
DataView Log database when the size of database reaches the specified threshold.

Item

Description

Threshold

Enter limit of database file size in megabytes(MB).

Path

Enter path to save backup database file to.

Use Temporary DB Copy: Marking this option causes Scheduler to backup the reporting
database every day.

Item Description
Time Enter the time to perform backup.
Path Enter path to save backup database file to.

When a backup has completed, a notification window will appear at the bottom right of the
screen that looks similar to this:

[OfficeServ DataView]

Backup is complete.(new 1)

Clicking the link in the above window will display the following informational screen:

Log ar Summary file-backup iz complete.
The detail information about the backup filz iz az following.

1

Diate | Type | File path
06/04/2512:44  Summmary C:hDocuments and SettingzheguentherDesktophLogD aiy_0BC
£ B3]

Cloze

The notification window displays detailed information about the backup actions performed.
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Schedule Window

Select the [Schedule] tab to manage the current settings for scheduled report files.

File Option Help

i Schedules
Draily Scheduled at 23:45
Fepart:

Repart:

Repart:

i~ Folder Infarmation

Draily There iz no report,
Feport

Weekly There iz no report.
Fieport

Manthly There iz no repart.
Repart

Weekly Schduled on every Sunday at 00:30

Manthly Scheduled at 07:00 on 13t of even manth

|9|r|pa|.|sg aseqele] | SNElS

The Schedules frame displays information on the schedule reports currently configured to run.

These reports are configured through the web application as discussed in ‘CHAPTER 6.

Scheduled Reports’.

The Folder Information frame displays information on the folder where scheduled reports are

saved. This includes information such as number of the files saved and total size of the files.

© SAMSUNG Telecommunications America, L.P.
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Click any report button in the Folder Information frame to display the following:

[OfficeServ DataView] Scheduled Reports

[ DT2005-05-26.htm = Backup |
] DT2005-05-27.htm

1 DT2005-05-28 htm Delete |
[ DT2005-05-29.htm

[ DT2005-05-30.htm

[ DT200505-31.htm

[ DT2005-06-01.htm

[ DT2005-06-03 htm M
[ DT2005-06-05.him Reset

[ DT2005-06-06.htm _I
1 DT2005-06-07.htm

[1DT200506-09. htm

] DT2005-06-10.htm Close

[ DT2005-06-11.htm —I
[JDT200506-12 htm

1 DT2005-06-13 htm

[J DT2005-06-14.htm

[1DT200506-15.htm

] DT2005-08-16.htm

1 DT2005-06-17.htm

[‘II DT2005-06-18 htm | ;l:I

Select a file and then click [Backup] or [Delete]. If backing up files the selected files will be
deleted from the scheduled reports folder and saved in the folder selected for backup.
Scheduler Menus

File Menu
Select [Exit] from the [File] menu to quit the Scheduler.

CHECK | Scheduled Report Function
N Scheduled reports and backups will not be created if the Scheduler is not running.
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Option Menu
The Option menu has the submenus shown below:

Connec

D atabasze

Log Records

Operation Logs  #

Preferences 3
Connection

Select [Connection] to display the following:

i~ Site Name [Optional]

OfficeSery Link Connection

IP &ddress : | 1111

Port Mo : | EO00

OfficeSery Dataviews Listen Port

| E100
0] % | Cancel
Item Description
Host Name/ Enter the IP address or NetBIOS name of the PC where OfficeServ
Address DataView is installed.
Site Name Enter the name of the user site to be displayed in the web

application. This value is optional.

OfficeServ Link | Enter the IP address of the OfficeServ Link server and the port
Connection number for connection (6000 by default).

OfficeServ Specify the port for the Data Manager to listen on (6100 by default).

DataView Listen
Port
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Database
Select [Database] to enter information on the database to be used in OfficeServ DataView.
The window displayed is determined by the database driver chosen upon installation (Access

or SQL Server).
CHECK | Changes in Database Type
E The database type selected during OfficeServ DataView installation cannot be changed.
SQL Server:
If the SQL Server driver is being used the following will be displayed:
Database Options: SQLOLEDB. 1 x|
Data Source:
localhost
User ID: [s2
Password: I
Password Confirm: I
Thieshold (MB} | 10
oK | Cancel |
Item Description
Data Source Enter the NetBIOS name or IP address of the SQL Server.
User ID Enter the user ID for connection.

Password / Password | Enter the password of the user ID entered in [User ID].
Confirm Enter the password twice for confirmation.

Threshold (MB) Enter the threshold value of database file size.
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AcCcess:

If the Microsoft Access (*.MDB) driver is being used the following will be displayed:

Databasze Optionz: MDB X|

Path

C:%Program FileshS amzung Electromcsh0fficeSery Da

Select the folder where the MDB files for OfficeServ DataView will be
located. The IUSR_<computername> user account must have read and
write access to this folder in order for the OfficeServ DataView web
application to operate properly.

Threshold(MB)

Enter the threshold value of database file size. Microsoft has limited
the size of an Access database to 2 GB (2048 MB). If the threshold
is set above 2048, an error will be displayed.
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Log Records

[Log Records] allows selection a the type of event logs are to be saved in the diagnostic logs.
By default all types of events are logged. In high volume systems, this may create a bottleneck
in communications resulting in uneven performance of OfficeServ DataView. To eliminate this
risk disable any unnecessary logs.

Selecting [Log Records] will display the following:

[OFficeSery Dat X|

Select log records to zave.

¥ Feature Log

Select the event types to log and click [OK].

Item Description

Call Log This option causes call data (trunk number, DID number, etc.) in the
switch to be logged.

Agent Log This option causes agent status activities (log in, log out, etc.) to be
logged.
Feature Log This option will cause feature code usage (DND, OHVA, etc.) in the

switch to be logged.
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Operation Logs

The [Operation Logs] option is divided into two options: Data Collector and Data Manager.
Select either option to configure settings for the diagnostic logs of the selected module.

If both modules are currently stopped both options will display the following window:
[OfficeServ DataView: :duler] x|
Set options related to save the operation logs.

(- Data Collector
Level: |Detail -

Size : 5 MB
Count: 20
Print: | Detail ’I

DataM

Level: |2 Medium =

Size: 3 MB
Count : 10

— Path
Path

Browse I

|C:\Program Files\S amsung Electronics\OfficeSery

0K I Cancel

Item Description

Data Collector | Level This option determines the level of detail for diagnostic logs.

Data Collector | Size This option determines the maximum disk space diagnostic files can occupy.

Data Collector | Count | This option determines the maximum number of diagnostic logs to store.

Data Collector | Print This option determines the level of detail for debug messages.

Data Manager | Level This option determines the level of detail for diagnostic logs.

Data Manager | Size This option determines the maximum disk space diagnostic files can occupy.

Data Manager | Count | This option determines the maximum number of diagnostic logs to store.

Path This option sets the folder where diagnostic logs are stored.
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If either module is currently running each option will display a different window as shown

below.

Data Collector:

Environment Configuration

IP Address

IP Address or NetBIOS name of the OfficeServ Link server. (read only)

Port No

Communications port for OfficeServ Link. (read only)

Listen Port No

Port for OfficeServ DataView to listen on. (read only)

Log Level

This option sets the level of detail for diagnostic log files.

Log File Size

Maximum disk space to use for diagnostic logs. (read only)

Log File Count

Maximum number of diagnostic log files to store. (read only)

Log Print

This option sets the level of detail for debug messages.

Startup Mode

This option determines whether the Data Collector should automatically connect
to OfficeServ Link on launch. The default setting is Automatic.
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Data Manager:

[OFfficeSery Data¥ie

Set options related to save operation logs.

Lewel: IE: M edium j
Size: | 3 ME
Caunt; I 10
| OF. | | Cancel
Item Description
Level This option sets the level of detail for diagnostic log files.
Size This option sets the maximum disk space to allocate for diagnostic
log files.
Count This option sets the maximum number of diagnostic log files to store.
Preferences

The [Preferences] option has one submenu option: Run DataView Server when Windows starts.

When this option is checked all 3 modules will automatically launch when a user logs in to

Windows.

CHECK | Running DataView through Terminal Services
N When using Windows Terminal Services, do not enable the ‘Run DataView Server when
Windows starts’ option. This option can trigger multiple instances of DataView to run, causing
possible data loss. When using Terminal Services it is recommended that each DataView
module be enabled as a service using srvany or a similar utility.
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Data Collector

The Data Collector module collects events from OfficeServ Link to create a call log and to
deliver the call log to the Data Manager. The Data Collector also manages configuration data
on the OfficeServ phone system and monitors the current status of the system. The Data
Collector is the heart of the OfficeServ DataView software and must be running for proper
operation of OfficeServ DataView.

Data Collector Window

When the Data Collector is launched, the following is displayed:

-1 OfficeServ DataView Collectar =100

Connechion Status

Config

DfficeSery Link @J
Stop G it

D ata Manager @J

tdanitar

] s

The LED graphics to the right of OfficeServ Link and DataView Manager indicate connection

status.
LED Description
@ (Gray) Not connected
@ (Green) Connected properly
@ (Red) Data Collector has downloaded the configuration data from the
OfficeServ system and is being initialized. Or, a connection error has
occurred.
Button Description
Config This button launches the Environmental Options window for configuring
Data Collector options.
Run/Stop This button connects or disconnects from OfficeServ Link. During
connection, the Data Collector must download current switch status data.
Monitor This button opens a window that monitors the memory space managed
by the Data Collector. This function is used for diagnostic tracing.
Quit Exits the Data Collector.
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Data Collector Configuration

Click the [Config] button from the Data Collector window to configure Data Collector.

Environment Configuration

OfficeServ Link | Sets the IP address and the port number for connection to OfficeServ
Connection Link.

Data Manager Specify the port to use for connection to Data Manager.
Listen Port

Log Information | Configure diagnostic log options for Data Collector in this field.

Data Collector This option determines whether the Data Collector should
Option automatically connect to OfficeServ Link on launch. The default
setting is Manual.

Only [Log Level] and [Log Print] can be changed while the Data Collector is running.
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Data Manager

The Data Manager is responsible for providing statisitcal reports to the OfficeServ DataView
web application. Every 15 minutes the Data Manager creates a cumulative record from the
events logged by the Data Collector and saves that record to a summary database where the
web application can access the data.

Data Manager Menu

Data Manager does not have any user interface windows. Monitoring of Data Manager
operation is performed by the Scheduler. If the Data Manager is running in the system tray,
right click the on the icon to access the Data Manager menu.

Log Records. ..
Operation Logs...

E st

Log Records

[Log Records] allows selection a the type of event logs are to be saved in the diagnostic logs.
By default all types of events are logged. In high volume systems, this may create a bottleneck
in communications resulting in uneven performance of OfficeServ DataView. To eliminate this
risk disable any unnecessary logs.

Selecting [Log Records] will display the following:

[OficeSery Da X|

Select log records to zave.

¥ Feature Log

Select the event types to log and click [OK].

Item Description

Call Log This option causes call data (trunk number, DID number, etc.) in the
switch to be logged.

Agent Log This option causes agent status activities (log in, log out, etc.) to be
logged.
Feature Log This option will cause feature code usage (DND, OHVA, etc.) in the

switch to be logged.
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Operation Logs
[Operation Logs] allows custom settings for Data Manager debug logs.
Select [Operation Logs]. The dialog box below will appear:

[OfficeSery Data¥iew: Data Manager] |4

Level Sets the detail level of diagnostic log files.
Size Sets the maximum disk space to use for diagnostic log files.
Count Sets the maximum number of diagnostic log files to save.
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Starting OfficeServ DataView

Follow the steps below to start OfficeServ DataView:

1. Double-click the [OfficeServ DataView Scheduler] icon from the desktop or select [Start]
-> [Programs] = [OfficeServ DataView] = [Scheduler] to load the Scheduler:

File Option Help

Data Collector

Start

D ata Manager
E| 5 Addio
" System Tray

Temporary Chart Images

| ainpavos | aseqeiea | smelg

Start

Delete

fl ke Ek

115 Reset ]

Start Al J

Once Scheduler starts, the Scheduler icon is displayed in the system tray.
If no server modules are running the system tray icon will have a pink background.

2. Click [Start All] to start all server modules or click each [Start] button to start each
module seperately.

ROLE | Starting Each Module
Data Collector downloads configuration data from the OfficeServ system when the module
starts. It is recommended that Data Manager be started after Data Collector starts. Clicking Start

All will launch Data Collector first and then Data Manager.
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3. Once each module is started the Status icon, [Stop All], and all of the [Stop] buttons are
enabled while [Start All] and all of the [Start] buttons are disabled.

File Option Help

Data Collector
Q

D ata banager

Add to
o Syatermn Tray

Stop

Stop

Temporary Chart Images
Delete

[ flk

] Stopdll | 115 Resst

snEls

| anpayas | ASERIE(]

Once all of the server modules are operating properly, the system tray icon will have a yellow

background.

When all server modules and the Scheduler are running OfficeServ DataView is fully active
and the web application may be used to view monitoring and statistics data.
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Main Window

Run Internet Explorer and enter the following in the address bar to view the home page of
OfficeServ DataView. Then, press [Enter].

Enter the IP address or NetBIOS name of the server where OfficeServ DataView is installed.

Once the web address for OfficeServ DataView is input press [Enter]. This will display the
login page of the OfficeServ DataView web application as shown below:

T

OfficeServ

DataView

| D | | | Password | |

CANCEL

DataView | Copyright{C) 2004 Samsung Electronics Co., Ltd.
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If using OfficeServ DataView for the first time, enter the administrator ID provided by default.

The default administrator account is ID: ‘admin’ and password: ‘samsung’.

OfficeServ

DataView

1D admin | |Passwur|:| LI

[CanceEL

DataView | Copyright{C) 2004 Samsung Electronics Co., Ltd.

If login is successful the web browser will be redirected to the main application home page:

OffsceServ Datavi @uone | X w7 oems o Oieanul
LEEY 4/25/2006 2:13:03 PH
o] Statistics

* Trunik

* Station

* UCh

+ Operator

* Miscellareous

* Schaduled Reports

& mManitoring
* Trunk
+ Station
L=
+ Miscamanasis
* WallSoard
ly configuration oﬂ
-
* Usar Management 'ceserv
+ Server Information

DataView '
* Report Schaduling

* Miscellanoous
* Pergonalize
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Menus

The main menus of the OfficeServ DataView home page are shown below:

] Statistics
F Trunk
F Station
FoUCD
F Dperator
F Miscellaneous
+ Zcheduled Reports

@, Monitoring
F Trunk
F Station
F UCD
+ Miscellaneous
F WiallBoard

Configuration

F User Management
F Server Information
r Report Scheduling
F Miscellaneous

+ Personalize

Hovering the mouse over any menu item will display the sub-menu for that item.

For detailed information on monitoring and statistics sub-menus see Chapters 4 and 5 of this

document.

Details of the [Configuration] sub-menu are described in the next section: ‘Configuration’.

© SAMSUNG Telecommunications America, L.P.



Configuration

The Configuration menu of OfficeServ DataView has the following sub-menus: User
Management, Server Information, Report Scheduling, and Personalize.

I User Management

This menu allows user list display for OfficeServ DataView, and to add or delete a user,
modify user information, or search for a specific user by using this menu.

If the selected list has multiple pages, click [<First], [<Prev], [Next>], or [Last>] to move from

one page to another.

View Users
Select [View Users] to display users as shown below:

1/1
Number Login ID User Name | User Level Phone E-Mail Language
1 admin Administrator Administrator English(U.5.)
2 Guest Guest User English{U.S.)
| First | I Prev ! I Mext | I Last

Select [Add User] to add a user to the user list as shown below:

L. Add User

[ add ][ Reset |

User Name : |Guest

Login ID : EGuest

Login Password : ¥+

Phone [

E-Mail Address : |

User Level : |User

7L O O

Select Language : IEninsh(U.S.)
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Item Description

User Name Enter a user name up to 50 characters.

Login ID Enter a login ID up to 20 characters or numbers. This field is case-
sensitive and must be unique.

Login Password Enter a login password up to 20 characters or numbers. This field
is case-sensitive.

Phone Enter the telephone number of the user. This field is optional.

E-Mail Enter the e-mail address of the user up to 50 characters. This field
is optional.

User Level Select a user level. The Administrator level allows use of all the

functions supported by OfficeServ DataView. The User level
cannot use any [Configuration] menu options except [Personalize].

Select Language Select the language of the user interface for this account.

Delete User
Select [Delete User] to delete a user from the user list as shown below:

%, Delete User

171 o]

Delete Number Login ID User Name User Level Phone E-Mail
[ ] 1 admin Adrninistrator Adrinistrator
1 2 Guest Guest User
[ First ” Prey H Next | I Last |

Select the checkbox of the user to be deleted and click [Delete] to delete the account. The
default “admin’ user cannot be deleted.

Modify User
Select [Modify User] to modify user profiles as shown below:

L. Modify User

171 [ change |

Login

Change Number 0 Password User Name User Level Language Phone E-Mail
O 1 admin ‘******* !|A_dmmistratur |A-jrn|n|str'-’:t-3r;] IEn-;Ilsh(l_l,S,)_'\] ||
2 |Guest|[reres ||[Guest [user = [Enalishiu.s.) 5] | II
I First ” Prey !I Next | | Last |

Select checkboxes of the user to be changed and make necessary changes then click [Change].
If user information is modified but [Change] is not clicked the window will not be updated.
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Server Information

This menu allows viewing of the OfficeServ phone system information and the OfficeServ
DataView operating environment.

OfficeServ System Information

This menu allows verification of information on the connection between the OfficeServ phone
system and Officeserv DataView.

L, OfficeServ System Information

Site Name :| Node C
System Name : OFFICESERV-7400
System Version :| 03.31
System Date : 2006-03-28
System Country :| U.5.A.
OfficeServ Link IP Address :| 127.0.0.1
OfficeServ Link Port :| 6000
Web Server :| 127.0.0.1

Collector Port :| 6100

Item

Description

Site Name

Name of the installation site for DataView

System Name

Name of the OfficeServ phone system.

System Version

Version of the phone system main program.

System Date

Date of the phone system main program.

System Country

Country information set in the phone system.

OfficeServ Link IP
Address

IP address of the OfficeServ Link server.

OfficeServ Link
Port

Number of the port used by the Data Collector for connecting to
the OfficeServ Link.

Web Server

IP address or NetBIOS name of the computer where the
OfficeServ DataView is installed.

Collector Port

Number of the port used by the Data Manager for connecting to
the Data Collector
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DataBase Information

This menu is used for displaying information on the databases used by OfficeServ DataView.
The database information used by the current web program and a list of backed up databases
are also displayed.

¥, DataBase Information

[_change ][ Reset |

DataBase Type : MDB
Data Source :‘ SQL Server Narme
Disk Manager :. Mo Use .
Current Log DB :. C:\Program Files\Samsung Electronics\OfficeServ DataView\DB\OfficeServLog.mdb (Original)

Current Summary DB :| C:\Program Files\Samsung Electronics\OfficeServ DataView\DB\OfficeServSum.mdb (Original)

Backed up Log DB
There is no DB,

Backed up Summary DB
There is no DB.

In order to view statistical reports from a backed up database, select the database and click
[Register]. Connections to a backed up database are valid only during the current session.
Upon logging out, connection to the current databases are restored. Changing to a backed up
database does not affect other users.

Trunk Group Information
This menu is used for displaying information on trunk groups configured in the phone system.

Lt Trunk Group Information

Group Number Group Members

7047, 7046, 7045, 7044, 7043, 7042, 7041, 7040, 7039, 7038, 7037, 7036, 7035, 7034, 7033, 7032, 7031, 7030, 7029,
801 7028, 7027, 7026, 7025, 7023, 7022, 7021, 7020, 7019, 7018, 7017, 7016, 7015, 7014, 7013, 7012, 7011, 7010, 7009,
7008, 7007, 7006, 7005, 7004, 7003, 7002, 7001

800 8301, 8302, 8303, 8304, 8305, 8306, 8307, 8308, 8309, 8310, 8311, 8312, 8313, 8314, 8315, 8316
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Station Group Information

This menu is used for displaying information on station groups configured in the phone system.

L. Station Group Information

Group Number Name Type Group Members
5000 V Normal 2001
5001 . CUST svC . uco . 2001, 2004, 200S, 2201, 2202
5002 l TECH SUPPT l uco l 2001, 2005, 2201, 2202, 2004
5003 uco 2001, 2004, 2005, 2201, 2202
5004 l l Normal l 2004
5026 . . Normal . 2501
5028 . . Al . 2951, 2952, 2953, 2954, 2955, 2956, 2957, 2958
5029 l l Voice Mail l 2034, 2035, 2036, 2033

I Report Scheduling

This menu allows configuration of scheduled reports or deletion of unnecessary scheduled
reports.

Scheduled Report Setup
This Report Scheduling menu is used for setting the report period and structure for the report.

Different options are provided for setting the period of a scheduled report depending on
whether the report is a daily report, a weekly report, or a monthly report.

Configure Daily Report

Save

use: [£
Report Times : |00 ] 00 3] ~ |23 [x]! 45 3]
Print:  []
Item Description
Use Check this option to generate daily reports.
Report Times Set the time period for which the report should be created each day.
Print Automatically print the report to the server’s default printer
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Configure Weekly Report

Save

Use :
Starting Day :
Print :

=

Sunday  |w]

=]

Iltem

Description

Use

Check this option to generate weekly reports.

Starting Day

Specify the starting day of the weekly report. The report will be
generated between 00:00 of the starting day through 00:00 on the
next starting day.

Print

Automatically print the report to the server’s default printer

Configure Monthly Report

Save

Use :
Starting Day :
Print :

=

01 [se]

=]

Iltem

Description

Use

Check this option to generate monthly reports.

Starting Day

Specify the starting day of the monthly report. The report will be
generated between 00:00 of the starting day through 00:00 on the
next starting day.

Print

Automatically print the report to the server’s default printer
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Scheduled Report Item Setup

Scheduled reports can be created for for trunks and UCD groups.
Check the Detail checkbox to view detailed statistics for each time period.

Trunk Reports Detail
I Trunk Call Statistics 2
¥ 1nbound Trunk Call Statistics 2
¥ Outbound Trunk Call Statistics ~
I Trunk Call Time Statistics 2
M 1nbound Trunk Call Time Statistics 3
W outbound Trunk Call Time Statistics 2
¥ Inbound Trunk Call Error Statistics 2
¥ outbound Trunk Call Error Statistics 2
| Trunk Group Call Statistics 2
I Trunk Abandoned Call List 2
UCD Reports | Detail
W ucD call statistics 2
M uco Group Call Statistics v
I uCD Agent Statistics Summary 2l
M uco Group Statistics Summary 2
M ucD Call Time Statistics v
M uco Group Call Time Statistics ¥
W ucp wait Time Statistics 2
M uco Group Wait Time Statistics 2

Scheduled Report Management

Choose [Scheduled Report Management] to search, view, or delete existing scheduled reports:

L. Scheduled Report Management

start{07/14/2005 |[§] End:{07/14/2005 |[§] Type:[Daily Trunk =] [ Query |[ Delete

Daily Trunk Report

11 Number Report Date | File Name [ File Size(KB) Creation Date
[ 3 7/11/2005 | DT2005-07-11.htm 163 7/13/2005 10:52:02 AM
Item Description
Start This option sets the starting date to search from.
End Choose the ending date for the search.
Type Select which types of reports to search for. (daily, weekly, monthly)
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Deliver Scheduled Report

Choose [Deliver Scheduled Report] to configure automatic report delivery options. The
available options are:

Item Description
Email Sends the report as an email attachment to up to 5 recipients.
FTP Uploads the report to up to two FTP sites.
Copy to the Save the report to up to two network drive locations.
following folder

Email
EMAIL
uge: [
SMTP Server:
Port ;| 25
Authentication : []
Account
Password :
Recipientl :
Recipient2 :
Recipient3 :
Recipientd :
Recipient5 :
Item Description
Use Enable or disable emailing of reports
SMTP Server IP address or URL of SMTP server
Port Port to communicate with SMTP server
Authentication Does the SMTP server require authentication to send messages?
Account Username to log in to SMTP server (if Authentication is required)
Password Password to log in to SMTP server (if Authentication is required)
Recipientl First email address or distribution list address to email reports to
Recipient2 Second email address or distribution list address to email reports to
Recipient3 Third email address or distribution list address to email reports to
Recipient4 Fourth email address or distribution list address to email reports to
Recipient5 Fifth email address or distribution list address to email reports to
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FTP

Use:

FTP Serverl :

Portl @21

Accounti : anonymous

Passwordl : sssssssssssssssnsnnns

Remaote Directory1{Optional) :

FTP Serverl :

Portl ;|21

Account :
Passwordl :

Remote Directory2(Optional) :

anonymous

e

Item Description
Use Enable or disable ability to upload reports to FTP sites
FTP Serverl IP address or URL of first FTP site
Portl Port to connect to FTP site on
Accountl Username to log in to FTP site
Passwordl Password to log in to FTP site

Remote Directoryl

Directory on the FTP site to save to. (this entry is optional)

FTP Server2 IP address or URL of second FTP site
Port2 Port to connect to FTP site on
Account2 Username to log in to FTP site
Password2 Password to log in to FTP site

Remote Directory?2

Directory on the FTP site to save to. (this entry is optional)

Copy to the following folder

UNC2 ;

Use: []

UNC1 :

Copy to the following folder

Item Description
Use Enable or disable ability to save reports to network drives
UNC1 Universal Naming Convention path to first network drive
UNC2 Path to second network drive
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I Miscellaneous

Users can configure certain options to enhance the statistics and monitoring sections of

DataView. These options include associating names to UCD Agent PIN numbers and grouping
DIDs by department or customer to simplify statistical reporting.

Add Agent PIN

Select [Miscellaneous] = [Add Agent PIN] and display the following window:

T, Add Agent PIN

[ _add ][ Reset

Number

= Agent PIN value should be 4-digit-long between 0000~9999, If an agent PIN already exists, it won't be inserted.

Agent PIN
i ]

|

—
|

|
|
|
|
|
]
]
| ]

PIN Name

Item Description
Number Line Number for the current PIN. Up to 15 PINs can be added at a
time.
Agent PIN Enter the PIN number for the agent to be named
PIN Name Enter the name (up to 11 characters) that is associated with the
listed Agent PIN

Modify/Delete Agent PIN

Select [Miscellaneous] = [Modify/Delete Agent PIN] and display the following window:

%1, Modify/Delete Agent PIN

|_change I| Delete

Select | Number
(| 1
m 2

- Agent PIN value should be 4-digit-long between 0000~9999,

Agent PIN
[e258 |

zse ]

PIN Name
[shawn G, |

Fme. |
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Configure DID
Select [Miscellaneous] = [Configure DID] and display the following window:

T, Configure DID

172
Show Number DID Digit DID Name DID Group Name
O 1 214 [Direct 1D 5
@ 2 5730 Tech Supp
~ 3 5732 Training
[+l 4 5733 Repair IC_ust_ Sve. i
M~ 5 58 TS [Tech suppt /]
el 6 6045 |0irect_p:_o__;i
M 7 60*™ [Cirectoio B
[ 8 6102 |Dire|:t DID i
= 9 6105 Train DID
~ 10 6160 I_Direct DID_:i
~ 11 6165 [Direct D10 5]
7 12 6180 Repair DID
i 13 6186 OVRFLW UCD Direct DID |
¥ 14 6198 TS IP Grp |Ten:h Suppt'i
3 15 610>
First ” Prev ” Next H Last |
Iltem Description

Show Determines whether or not to display this DID on DID Statistics

Number Line number of the DID Digit

DID Digit DID digit list from the phone system

DID Name Name associated with this DID digit

DID Group Name Choose which DID Group, if any, this DID digit belongs in
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Configure DID Group

DID grouping can be used to summarize DID statistics reports in user-configured groupings
for increased visibility of call data.

Select [Miscellaneous] = [Configure DID Group] and display the following window:

. Configure DID Group

|__add H Change || Delete |
Select Number DID Group Name
) 1 |Direct DID |
O 2 [Tech Suppt |
| 3 iCust Sve |

Click [Add] to display the following popup window which allows creation of new DID
Groups:

=} hitp: //cti/dataview/ClgETC/addDIDGroup_asp - Micros_ . B[] E3

DID Group Mame
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I Personalize

Users can personalize user environment options such as interface skin and language.

Skin refers to a set of graphic files used for changing the Ul(User Interface) color scheme to
one that is preferred by the user.

Select Skin

Select [Personalize] = [Select Skin] and display the following window:

L. Select Skin

OfficeServ bataview | OfficeServ pataview
c @
L OfficeServ Dataview - OfficeServ Dataview

Auturnn{Brown) Winter(Ocean Blue)
¢ o

Select a skin and click [Save].

Select Language

Select [Personalize] = [Select Language] and display the following window:
L. Select Language

Save

Select Language : English(U.S.) a
~|English

Korean

German

Italian

Select the proper language from the combo box and click [Save]. For the USA, select English
(U.s)).
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Configure Wallboard
Select [Personalize] = [Configure Wallboard] to display the following window:

. Configure Wallboard

Save

Wallboard Ttem Minor Thrashald | Major Threshold

[ Truni Total Lines | | Balow | | Below
[ Trunk Lines Out of Sve R | over | [ | over
O Trun Lines Avail. i | Below Below
O Trunk Busy | i | Over [ | over
[ Trun 1n Trys [ Jover | over
O Trunk out Trys [ | over [ Qver

| O3 Trunk Busy Ratis (%) |1 | (%) Over | | (o) Quer
[ Trunk Calis to Group [ | over | | over
[ Trunk Lengest Call Time (s) | (s) Over L | (=) Over
O uco agents | Betow [ | Balow
0 uco Logged In [ ] Below [ | Below
[ uco Logged out | | over | | over
[ uco Agents Busy | | over ! | over
[ uco Busy Ratio (%) | | (%) Over (%) Over
[ ucD 1nbd answers | | Ovar [ | Over
[ uco calls In Queue | Qwer [ ! Dwver
[ uco calls Answered | over | | over
O uco calls to Group | | over ! over
[ uco Ans Calls to Gro [ ] over | Jover
[ uco Group Call Ans Ratio (%) | | (%) Balow | (8%) Balow
[ uco Langest Talk Time (s) | | (s) Ower | (5) Over
[0 uco Langast wait Time (=) I ] (s) Over I .{=] Over
[ uco Longest wait Time Today () | L | ts) aver | | ts} Gver
[ uCD Answered Calls Today | L Jover L Jover
[ uco Abandaned Calls Today I | over | | over

Mark the values to monitor in the Wallboard, input the alarm threshold values, and then click
[Save]. When a minor threshold has been crossed the number will display in yellow on the
wallboard. When a major threshold has been crossed the number will display in red on the
wallboard.

For detailed information on wallboard monitor fields see the Wallboard section of Chapter 5 in
this document.

Change Password
Select [Personalize] > [Change Password] to display the following window:

%t Change Password

Change Password :

Change the password to the desired value and click [Save].
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CHAPTER 4. Statistics

This chapter describes the statistics functions of the OfficeServ DataView web application.

Statistics Window Layout

Statistics functions can be accessed after connecting and logging in to the OfficeServ
DataView homepage.
The general layout of a statistics window is shown below:

Page Title ) . .
Execution Options Additional Menus

Fi Trunk call statistics

start{a/1/2006 (5] | & [ae]{ 15 [pe] Emadariizoee |(§) | o [ae] 45 [xe] Intervalivey [a][  Query
Summary
o
" Total |Lines Cut| Lines Ll\ax call Actual Failed Calls Pick: Retri= call T Talk Avg Call | Avg Talk Call R s B Traft
%% | Lines | ofsve | Avail. L:::; Attempts| Calls | Calls |Answersd P | avals |0 %) Time | Time | Time FIRE DI
5 153 o 153 18 12 13 [1] 10 (1] 0l 0:06:28 0:05:06' 0:00:33| 0:00:31| 100.0% 83 3% 0.086:
Date Detail
ines
Bl Total .-_L,:'f Lines :”‘ Call | Actual | Failed | Calls | Retri- | Call | Talk |AvpCall AvpTalk{ Call | Ams |
o Lines % | avail, "5 attempts| Calls | Calls |answered| - “P"| evals | Time | Time | Time | Time | Rato | Ratio | -
Swvc Used
a/1 (sat) 08:40 ~ 153 0 153 18 12 12 0 10 0 0] 0:06:28) 0:05:06| 0:00:32) 0:00:31] 100.0%  83.3%| 0.0

!

Detailed Data

v

Summary Data
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Page Title

The selected statistics sub-menu is displayed as the title.

Additional Menus

The menus below are provided as additional menus. Refer to the *Additional Menu” section of
this chapter for detailed descriptions.

Menu Description
E Print the report.
Export the report to Microsoft Excel.

m View the report as a Chart.

Execution Options

This section sets statistics options and start and stop times for the report. The [Start ~ End]
option is applied to all statistics pages and additional options may be provided depending on
the statistics item. Refer to the ‘Execution Option Setup’ section of this chapter for more detail.

Summary Data

This section of the window displays the summary of each detailed data item.

Detailed Data

This section of the window displays detailed statistics results for the selected sub-menu.
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Selecting a Statistics Item

Statistics windows display data generated by the OfficeServ phone system and saved in the
database based on various criteria such as trunk or station data. Statistics items can be selected
by placing the mouse pointer over a main menu and clicking a sub-menu item from the popup
list.

] Statistics

F Trunk ] Trunk: Call Statistics

F Station Inbound Trunk Call Statistics
e Outbound Trunk Call Statistics

* Operator Trunk Call Time Statistics

* Miscellaneous Inbound Trunk Call Time Statistics

» Scheduled Reports Cuuthound Trunk Call Time Statistics

Inbound Trunk Call Error Statistics
Cuthound Trunk Call Error Statistics
Trunk Group Call Statistics

Cuthound Trunk Call Statistics by Group
Trunk Port Statistics

Trunk Abandoned Call List
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Statistics Item

Statistics items are categorized into six main menus, Trunk, Station, UCD, Operator,
Miscellaneous and Scheduled Reports, and are further categorized into fifty-three submenus.

I Statistics

Trunk

« Trunk Call Statistics

« Inbound Trunk Call Statistics

« Dutbound Trunk Call Statistics

« Trunk Call Time Statistics

« Imbound Trunk Call Tirme Statistics

« Cutbound Trunk Call Time Statistics
« Inbound Trunk Call Error Statistics

+ Outbound Trunk Call Error Statistics
* Trunk Group Call Statistics

« Quthound Trunk Call Statistics by Group
« Trunk Port Statistics

« Trunk abandoned Call List

ucp

CICD Call Statistics

CUCD Group Call Statistics

cUCD Call Statistics by Group

CJCD Agent Statistics Summmary
D Group Statistics Surmmary
CJCD Agent Statistics by Group
CUCD Agent Counts Detailed Statistics
CUCD Agent Times Detailed Statistics
CJCD Call Time Statistics

CUCD Group Call Time Statistics
CJCD rait Tinme Statistics

CUCD Group Wait Time Statistics

* UZD Group Abandoned Call List

Miscellaneous

CMMAAA Sroup Statistics
CMMAAA Sroup Error Statistics
+ DID Statistics

« DID Statistics by DID Group
« Detailed DID Statistics

Station

¢« Station Call Statistics

« Inbound Station Call Statistics

¢« Qutbound Station Call Statistics

« Inbound Station Call Breakdown

« Qutbound Station Call Breakdown

« Outbound Station Call Error Statistics

+ Station Feature Code Usage Statistics
© Station Group Call Statistics

» Inbound Station Call Statistics by Group
+ Inbd Station Call Breakdown by Group
¢ Station Port Statistics

Operator

s Operator Group Call Statistics

» Operator Group Call Breakdown

« Operatar Call Time Statistics

« Operator Call Time Stats by Ring Plan
« Operator Port Call Statistics

« Qperator Port Call Breakdown

Scheduled Reports

« Daily Trunk Report

« Daily UCD Report
wreekly Trunk Report
Civeelkly UCD Report

* Monthly Trunk Report
* Monthly UCD Report
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Additional Menus

I Print

Click the Print) icon from the additional menus to print a statistics window. The following
figure shows an example of clicking the Print icon in a Trunk Overall Statistics window:

UCD Call Statistics by Group

Period : 7/14 /2005 07:30 ~ 7/14/2005 12:00 Print Time : 7/14/2005 13:50

A
ve Over- |Forced | Inbd Avg Avg Avg
Group | Group | Max |Agents| Calls | Calls Abd | Over- Talk 3 . Ans
Number| Name |Agents |Logged| In Ans Calls [flow In e ley || e Time s Waitd| Timeite Ratio
g b out | outs | ans Time | Time | Abd
TECH
5002 4 4.0 9 2 7 0 ] 0 0(0:00:27|0:00:14(0:00:04|0:00:08| 22.2%
SUPPT

Avg
Over- | Forced | Inbd Ay Ay Ay
. Max | Agents Calls Abd | Over- Talk o g . g Ans
Time agents | L d Calls In A Call flow 1 flow Log Xfers Ti Talk Wait [Time to Rati
el °‘::° ne ST out | outs | ans [ '™ | Time | Time | abd -
7"1‘;{2;;05 4 4.0 9 2 ? 0 0 0 0]0:00:27]|0:00:14(0:00:04)0:00:08| 22.2%

A page for printing is created with the title on the upper middle, the data retrieval period on the
upper left section, and the printing date on the upper right section of the page. The summary
and detailed results are expressed in black and white colors.

The <Print> window will appear over the new page. Click the [Print] to start printing. In order
to print the gridlines and shading, Internet Explorer must be configured to do so. This change
can be made from [Tools] = [Internet Options] = [Advanced] by checking the “Print
background colors and images’ option.

Add Printer Microsoft Snhaglt 7
Office Doc...

Number of copies: !EJ
i &8 Current Bage!

el
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I Export to Excel

Click the Export to Excel ) icon from the additional menus to export a report into
Microsoft Excel. Note that it works only when Microsoft Excel is properly installed on the PC.
If the report opens with the Internet Explorer instead of Excel, modify the following options:
Open the Windows Explorer and select [Tools] = [Folder Options...].

The select the [File Types] tab, select [XLS] from the [Registered file types] list, and click the
[Advanced] button

Folder Options

Microzoft Office Excel #LL Add-In
Microsoft Excel 4.0 Macro

bz gt

Microzaft Office Excel HTML Document
ExCELMHTHMLFILE

bicrozoft Office Excel Template
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When the [Edit File Type] dialog open, clear this option”
- Browse in same window

Edit File Type 7| x|

—m
E_EE Microsoft Excel Workshest
=dlul

Open
OpendzFeaddnly

Whenever exporting a report into Excel, the following warning may display:

File Download

2

To clear the file download warning, clear this option from the [Edit File Type] window:
- Confirm open after download
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I View as Chart

Click the View as Chart (-) icon from the additional menus to launch Microsoft Excel and
create a data page charting the data for the specified report. Chart type and data fields reported
on will be dependant upon the report chosen. A few examples can be seen below.

Note: charts can only be viewed when Microsoft Excel is installed on both the server and
client PCs.

. - - - - . - - -

| Period : 2/2/2006 13:30 ~ 2/28/2006 16:00

<u 308 | «mbls | <m 508 | <= 2m ny.- ¢.¢m!=.sm “1:.-.. <= o.n (-jﬂm > 30m ?.?I"'
apo | 1997 | 1891 | 385 | #os | 334 | 309 sie | 375 | 307 | 76 | 7334

Seize Time Distribution

<= 3ls <= fils «= 8l <= 2m = 3m «=dm <= 5m <= 10m <= J0m <= 30m » 30m

Paeriod : 2/2/2006 13:30 ~ 2/28/2006 16:00

Summary
Agert & [ Inbd Tali Tume | Direct Call Time | Outbd Talk Time | Consult Time [ Pickup Call Time

1186 | 0:00:00 1 1:55:35 | 5:36:23 | 0:00:00 1 0:00:00

Agent #: 6116

6:00:00

4:48,00

33800

22400

11200

0.00:00

[minbd Talk Time m Direct Call Time o Outkd Talk Time 0 Consull Time @ Pickup Call Time |

Station P Statisti
.nmui 1 4/3/2006 13:30 ~ 452006 16:00 |
Summary
Station & Tatal Calls l Inbd Errors Abandoned Calls l Comopleted Calls | Inbd Ang Ratio
$319 | 51 | [] | F] 1 EH 1 £0.90%

Station #: 6119

[minbd Erors mAbandaned Calls © Comploted Calls |
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Execution Option Setup

The [Start ~ End] option is used for setting the scope of data to be retrieved, and the [Interval]
option is used for setting the time increment for the data displayed on each row of the detailed
data table. Additional options may be provided depending on the statistics item being viewed.

Start:7/14/2005 | 7 =[50 End:j?/m,fzczos Elll.. v|:|uo - Interval:|15m v| Query

The procedure for setting the execution options is as follows:

1. start Date: Click the calander box([i]) next to the [Start] option to display a calendar
window, shown below, and select the start date from the window by double clicking on it.

o4 2005 -7 [

3 4 = & o8 9
10 011 | 12 13 14 15 16
17 18 19 =20 21 22 E3
24 25 26 27 28 29 30
31

2. Start Time: Use the combo boxes next to the calendar box to select the time (hour 0~23,
minute 00~45).

3. End Date: Click the calendar box next to the [End] option and select the end date.
4.  End Time: Use the combo boxes next to the calendar box to select the time.

5. Interval: Select 15min, 30min, 1hour, day, week, or month from the [Interval] option to
select the resolution of the detailed data table.
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Trunk Statistics

This section describes the statistics on trunks in the OfficeServ phone system.

Trunk Call Statistics

The Trunk Call Statistics report allows viewing of call volume statistics and time-based

statistics on all trunk calls.

Select the target time period from the execution options and click [Query].

ﬁ Trunk Call Statistics

B

start{7/14/z005  |[5] [7 El30 8] End{7/14/2005 5] [tz El:[00 5] intervalfism ][ cuery

Summary
{ M . A A
5 Total émtesf Li L,ax Call Actual Failed Calls Pick- | Retri- | Call Talk Cvﬁ Tvli Call Ans Traff
e Lines 2 A nes Attempts| Calls | Calls |Answered ups | evals | Time Time _a _a Ratio  Ratio LU
(= d Time = Time
1 174 0 174 i & 11 11 0 2 ) 0/0:01:55 0:00:27|0:00:10 0:00:14 100.0% 18.2% 0.1278
Time Detail
Lines

5 Max
Total Out |Lines

Avg Avg

Call |Actual|Failed| Calls |Pick- Retri-| cCall Talk Call Ans

Time - ¢ : : Call Talk e ® | Traffic
Lines of |Avail. Atternpts| Calls | Calls |Answered| ups |evals| Time Time ; . Ratio | Ratio
Svc Used Time Time
7/142;%0005 174 0 1 11 11 0 2 0 0/0:01:55/0:00:27/0:00:10/0:00:14|100.0% 18.2% 0.13
Column Description

Rows Total number of rows in the detailed data section.
Time Time period for each row.
Total Lines Total number of lines (trunks) in the phone system.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Max Lines Used

Maximum number of lines used at one time.

Call Attempts

Total number of calls attempted to or from the phone system.

Actual Calls

Number of calls successfully delivered to or from the system.

Failed Calls

Number of calls that failed to connect to / from the phone system.

Calls Answered

Total number of calls answered.

Pick-ups Total calls retrieved from hold by direct pickup.

Call Time Summary of call time for all calls. (ring until disconnect)
Talk Time Summary of talk time for all calls. (answer until disconnect)
Avg Call Time Average call time.

Avg Talk Time Average talk time.

Call Ratio Call success ratio.

Ans Ratio Call answer ratio.

Traffic Traffic Erlang - (Total Call Time / Total Report Time)
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Inbound Trunk Ca

|l Statistics

The Inbound Trunk Call Statistics report allows viewing of call volume statistics and time-

based statistics on inb

Select the target time

ound trunk calls only.

period from the execution options and click [Query].

Inbound Trunk Call Statistics I8¢
start{7/14/2005 || [7 El{30 5] End{7/14/2005 |[F) [1zEl:[o0 5] interval{ism ][ Query |
Summary
Lines Max Inbd Inbd 20 fixd Inbd Inbd
Total Lines ; Inbd Inbd Inbd Inbd Inbd
Rows T Qut of Avail Lines  In Trys |Calls In E a Call Talk call Talk Call Ans Traff
nes Svc b Used O | ANSWBE) e | Time _a s Ratio | Ratio sate
Time Time
1 174 0 174 1 9 9 0 2/0:01:29(0:00:27 0:00:100:00:14(100.0% | 22.2% 0.1
Time Detail
Lines Max Inbd Inbd v it Inbd Inbd
Time Intal Out of ;mei Lines In Trys |Calls In EInbd A Inbd Call Talk Igb: E:'i: Call Ans TInI;E
bk Sve e T FOrs | AnSWEEs Time | Time ‘a .a Ratio | Ratio 128G
Time Time
7"112'%0005 174 0 174 1 ] E 0 2(0:01:29|0:00:27|0:00:10(0:00:14 100.0%| 22.2% 0.1
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
Total Lines Total number of lines (trunks) in the phone system.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Max Lines Used

Maximum number of lines used at one time.

In Trys Number of inbound call attempts.
Calls In Number of successful inbound call attempts.
Inbd Errors Number of failed inbound call attempts.

Inbd Answers

Number of inbound calls answered.

Inbd Call Time

Total call time for inbound calls.

Inbd Talk Time

Total talk time for inbound calls.

Avg Inbd Call Time

Average call time for inbound calls.

Avg Inbd Talk Time

Average talk time for inbound calls.

Inbd Call Ratio

Call success ratio for inbound calls.

Inbd Ans Ratio

Inbound call answer ratio.

Inbd Traffic

Inbound call traffic Erlang - (Call Time / Report Time)
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Outbound Trunk Call Statistics

The Outbound Trunk Call Statistics report allows viewing of call volume statistics and time-
based statistics on outbound trunk calls only.

Select the target time period from the execution options and click [Query].

EE] Outbound Trunk Call Statistics

start{7/14/2005|[5] [7 El:30 5 End{7/14/2005 |[F] [1zEl: o0 intervalfism =] [ query |

Summary
Lines % outbd | outbd | Y9 |avg out| outbd | Outbd
Total Lines 3 Outbd | Outbd = Outbd | Outbhd Out g Qutbd
Rows i Out of e Lines a Call £ . Call Talk call Talk Call Ans Traff
e Sve o Used SRR Sl AL | bt i Time Tirmne _a Time Ratio Ratio LEIe
Time
1 174 0 174 1 2 2 0 0/0:00:26 0/0:00:13 0/100.0%  0.0% 0.3
Time Detail
" Avg Avg
el P e e [ e ot | Lo ntb Al Kol S e e s RO Ot o o
Time i Out of Al Lines e - - A Call Talk call = Call Ans Traff
nes Svo vail. Used empts alls rrors nswers Time Tirne ‘d _a Ratin Ratia ramc
Time Time
7/1‘;{?305 174 1} 174 1 2 2 0 0/ 0:00:26 0/0:00:13 0/100.0% 0.0% 0.03
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
Total Lines Total number of lines (trunks) in the phone system.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Max Lines Used

Maximum number of lines used at one time.

Outbd Attempts

Number of outbound call attempts.

Outbd Calls

Number of successful outbound call attempts.

Outbd Errors

Number of failed outbound call attempts.

Outbd Answers

Number of outbound calls answered.

Outbd Call Time

Total call time for outbound calls.

Outbd Talk Time

Total talk time for outbound calls.

Avg Out Call Time

Average call time for outbound calls.

Avg Out Talk Time

Average talk time for outbound calls.

Outbd Call Ratio

Call success ratio for outbound calls.

Outbd Ans Ratio

Outbound call answer ratio.

Outbd Traffic

Outbound call traffic Erlang - (Call Time / Report Time)
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Trunk Call Time Statistics

The Trunk Call Time Statistics report shows the distribution of trunk call times grouped into
set time bands as shown below.

Select the target time period from the execution options and click [Query].

Eﬂ Trunk Call Time Statistics

Start7/14/2005 ‘ 7 =[50 End:7/14/2005 “2“12 5] [00 5 Interval[ism 5] query |

Summary

Total | Max Call

Rows <=30s | <=60s | <=90s | <=2m <=3m | <=4m <=5m |<=10m | <= 20m | <=30m | > 30m :
Calls Time

1 2 0 1] 0 0 ] 1] 0 0 0 1] 2| 0:00:23

Time Detail

Total | Max Call

Time <=30s =<=60s | <=90s | <=2m  <=3m | <=4m | <=5m | <=10m | <= 20m | <= 30m | > 30m Calls Time
?fll‘;/:zzﬂsr 2 0 0 0 0 i} 0 0 0 a o] 2| 0:00:23
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
<30s Number of calls with duration less than 30 seconds.
<60s Number of calls with duration between 30 and 60 seconds.
<90s Number of calls with duration between 60 and 90 seconds.
<2m Number of calls with duration between 1.5 and 2 minutes.
s3m Number of calls with duration between 2 and 3 minutes.
<4m Number of calls with duration between 3 and 4 minutes.
<5m Number of calls with duration between 4 and 5 minutes.
<10m Number of calls with duration between 5 and 10 minutes.
s20m Number of calls with duration between 10 and 20 minutes.
S30m Number of calls with duration between 20 and 30 minutes.
>30m Number of calls with duration over 30 minutes.
Total Calls Total number of calls over the target time period.
Max Call Time Longest call duration for this time period.
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Inbound Trunk Call Time Statistics

The Inbound Trunk Call Time Statistics report shows the distribution of inbound trunk call
times grouped into set time bands as shown below.

Select the target time period from the execution options and click [Query].

Eﬂ Inbound Trunk Call Time Statistics B =
Start7/14/2005 ‘ 7 =[50 End:{?jm/zuns ]mhz S0z intervalfism ][ query
Summary

Total | Max Call

Rows <=30s | <=60s | <=90s | <=2m <=3m | <=4m <=5m |<=10m | <= 20m | <=30m | > 30m /
Calls Time

1 2 0 1] 0 0 ] 1] 0 0 0 1] 2| 0:00:23

Time Detail

Total | Max Call

Time <=30s =<=60s | <=90s | <=2m  <=3m | <=4m | <=5m | <=10m | <= 20m | <= 30m | > 30m Calls Time
?fll‘;/:ézﬂsr 2 0 0 0 0 i} 0 0 0 a o] 2| 0:00:23
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
<30s Number of inbound calls lasting less than 30 seconds.
<60s Number of inbound calls lasting between 30 and 60 seconds.
<90s Number of inbound calls lasting between 60 and 90 seconds.
<2m Number of inbound calls lasting between 1.5 and 2 minutes.
S3m Number of inbound calls lasting between 2 and 3 minutes.
S4m Number of inbound calls lasting between 3 and 4 minutes.
<5m Number of inbound calls lasting between 4 and 5 minutes.
<10m Number of inbound calls lasting between 5 and 10 minutes.
<20m Number of inbound calls lasting between 10 and 20 minutes.
<30m Number of inbound calls lasting between 20 and 30 minutes.
>30m Number of inbound calls with duration over 30 minutes.
Total Calls Total number of inbound calls over the target time period.
Max Call Time Longest inbound call duration for this time period.
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Outbound Trunk Call Time Statistics

The Outbound Trunk Call Time Statistics report shows the distribution of inbound trunk call
times grouped into set time bands as shown below.

Select the target time period from the execution options and click [Query].

Eﬂ Outbound Trunk Call Time Statistics

Start7/14/2005 ‘ 7 =[50 End:7/14/2005 ]mhz Sl o0z Intervalfism =] [ cuery |

Summary

Total | Max Call

Rows <=30s | <=60s | <=90s | <=2m <=3m | <=4m <=5m |<=10m | <= 20m | <=30m | > 30m /
Calls Time

1 0 0 1] 0 0 ] 1] 0 0 0 1] 0 ]

Time Detail

Total | Max Call

Time <=30s =<=60s | <=90s | <=2m  <=3m | <=4m | <=5m | <=10m | <= 20m | <= 30m | > 30m Calls Time
?fll‘;/:ézﬂsr 0 0 0 0 0 i} 0 0 0 a o] 0 0
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
<30s Number of outbound calls lasting less than 30 seconds.
<60s Number of outbound calls lasting between 30 and 60 seconds.
<90s Number of outbound calls lasting between 60 and 90 seconds.
<2m Number of outbound calls lasting between 1.5 and 2 minutes.
S3m Number of outbound calls lasting between 2 and 3 minutes.
S4m Number of outbound calls lasting between 3 and 4 minutes.
<5m Number of outbound calls lasting between 4 and 5 minutes.
<10m Number of outbound calls lasting between 5 and 10 minutes.
<20m Number of outbound calls lasting between 10 and 20 minutes.
<30m Number of outbound calls lasting between 20 and 30 minutes.
>30m Number of outbound calls with duration over 30 minutes.
Total Calls Total number of outbound calls over the target time period.
Max Call Time Longest outbound call duration for this time period.
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Inbound Trunk Call Error Statistics

The Inbound Trunk Call Error Statistics report shows totals for the error types an inbound
trunk call may encounter.

Select the target time period from the execution options and click [Query].

Eﬁ Inbound Trunk Call Error Statistics L1 Eﬁ
start{7/14/z005 |7] [7 Bl:[305] End{7/14/z005 |5 [1zEl{00 5] tntervatfism ][ query |
Summary
Inbd S : : 2
R InTr Inbd Error No Such | Limited Trunk Station | Station |Does Not Plug Out Device Group Unkin
s RLeYs Errors Rr: # Class Busy Busy DND Exist 49 O Mismatch Busy kb
atio

1 9 0 0.0% 0 0 1} 0 0 0 1} 0 0 0
Time Detail

Inbd

e | oo | 6| e (k] ket | Tonk | St | St 0o 1t g ot 22| $% ko
?/II?:EUUU & . 9 0 . 0.0% 0 0 0 0 o 0 0 0 0 1}
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
In Trys Number of inbound call attempts.
Inbd Errors Number of failed inbound call attempts.
Inbd Error Ratio Ratio of failed calls to call attempts.
No Such # Number of calls to non-existent stations or groups.
Limited Class Number of calls that failed due to class of service restrictions.
Trunk Busy Number of calls failed due to a trunk or trunks being busy.
Station Busy Number of calls failed due to a busy station.
Station DND Calls that failed because the station was in Do Not Disturb.
Does Not Exist Number of calls to non-existent destinations.
Plug Out Number of calls to unplugged stations.
Device Mismatch Number of failed calls to invalid devices. (i.e.- Add-on Modules)
Group Busy Number of calls failed due to a busy station group.
Unknown Number of calls that failed for an unknown reason.
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Outbound Trunk Call Error Statistics

The Outbound Trunk Call Error Statistics report shows totals for the error types an outbound
trunk call may encounter.

Select the target time period from the execution options and click [Query].

ﬁi Outbound Trunk Call Error Statistics

Summary
Rows Outbd Attempts Qutbd Errors Qutbd Error Ratio All Lines Busy Unknown
2 o o Lt} o o
Time Detail
Time Outbd Attemnpts Outbd Errors Outbd Error Ratio All Lines Busy Unknown
7/25 09:45 1] 0 0 0 0
10:00 1} 1} 0 0 1]
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
Outbd Attempts Number of outbound call attempts.
Outbd Errors Number of failed outbound call attempts.
Outbd Error Ratio Ratio of failed calls to call attempts.
All Lines Busy Calls that failed because all trunks were busy.
Unknown Number of calls that failed for unknown reasons.
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Trunk Group Call Statistics

The Trunk Group Call Statistics report displays call volume and time-based statistics for all
outbound trunk calls displayed by trunk group.

Select the target time period from the execution options and click [Query].

Eﬂ Trunk Group Call Statistics

start{7/14/2005|7] [7 EI:[30& End{7/1a/z005 |7 [z =00 =] [ query |

Summary
Lines Max Outbd | Outbd B¥0 Avg Out| Outbd = Outbd
Total | Total Lines Outbd | Outbd = Outbd | Outbd Out QOutbd
o l Out of R Lines o o E I Call Talk call Talk Call Ans Traffi
roups nes Sve vail, Used empts alls rrors nNswers Time Time : al Tirme Ratio Ratio rarc
Time
29 62 0 62 all 2 2 0 0/0:00:26 0/0:00:13 0|100.0% 0.0% 0
Group Detail
Max Max outbd | outbd | Y2 |avg out| outbd | outbd
Group | Total Liris Lines linge Qutbd | Outbd | Qutbd | Outbd call Talk Qut T’gaH-( call Bhe Qutbd
Number| Lines Ervors Avail. Veed Atternpts| Calls | Errors |Answers Time Time Call Time Ratio Ratio Traffic
Time
800 16 0 16 0 0 0 1] 0 0 0 0 0 0 0 0
801 46 Ju] 46 1 2 2 o 0{0:00:26 0/0:00:13 0[100.0% 0.0% 0.03
802 0 0 0 0 0 o o 0 0 0 0 0 0 0 0
Column Description

Total Groups

Total number of trunk groups in the phone system.

Group Number

Trunk group number of current record.

Total Lines

Total number of lines (trunks) in this trunk group.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Max Lines Used

Maximum number of lines used at one time.

Outbd Attempts

Number of outbound call attempts.

Outbd Calls

Number of successful outbound call attempts.

Outbd Errors

Number of failed outbound call attempts.

Outbd Answers

Number of outbound calls answered.

Outbd Call Time

Total call time for outbound calls.

Outbd Talk Time

Total talk time for outbound calls.

Avg Out Call Time

Average call time for outbound calls.

Avg Out Talk Time

Average talk time for outbound calls.

Outbd Call Ratio

Call success ratio for outbound calls.

Outbd Ans Ratio

Outbound call answer ratio.

Outbd Traffic

Outbound call traffic Erlang - (Call Time / Report Time)
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Outbound Trunk Call Statistics by Group

The Outbound Trunk Call Statistics by Group report displays call volume and time-based
statistics for all outbound trunk calls made by a specific trunk group.

Select the target time period and trunk group from the execution options and click [Query].

EE] Outbound Trunk Call Statistics by Group

start{7/14/2005|[5) [7 B30 Endiri1a/200s |[F] [1zE]:[ooE] intervalfism 5] Groupdaoa =] [ query

Summary
Lines Max outbd | outbd |avg out| **? | outbd | outbd
Group | Total Out of lines Qutbd | Outbd | Outbd | Outbd call Talk gall Out call A Outbd
Number| Lines Sie Used Attempts| Calls | Errors |Answers Time Tirme Tig T_alk Ratio Ratio Traffic
Time
800 16 1} 16 0 ] 0 1] 0 0 0 1} 0 0 0 0
Time Detail
: Avg Avg
Li M Outbd | Outbd Outbd | Outbd
Total | "% | Lines | "2 | outbd | Outbd | Outbd | Outbd | - & out | ou |Oubd|outbd| kg
Time i Out of i Lines e - - A Call Talk call = Call Ans Traff
ines Svo vail. |\ g empts Calls rrors |Answers| Lo | oo Ca & Ratio | Ratio raffic
Time Time
7/14/2005 16 1} 16 0 1} 0 0 i} 0 i} 0 0 i} 0 0
12:00
Column Description

Group Number

Trunk group number of current report.

Time

Time period for each row.

Total Lines

Total number of lines (trunks) in this trunk group.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Max Lines Used

Maximum number of lines used at one time.

Outbd Attempts

Number of outbound call attempts.

Outbd Calls

Number of successful outbound call attempts.

Outbd Errors

Number of failed outbound call attempts.

Outbd Answers

Number of outbound calls answered.

Outbd Call Time

Total call time for outbound calls.

Outbd Talk Time

Total talk time for outbound calls.

Avg Out Call Time

Average call time for outbound calls.

Avg Out Talk Time

Average talk time for outbound calls.

Outbd Call Ratio

Call success ratio for outbound calls.

Outbd Ans Ratio

Outbound call answer ratio.

Outbd Traffic

Outbound call traffic Erlang - (Call Time / Report Time)
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Trunk Port Statistics

The Trunk Port Statistics report displays detailed information about all calls made to or from a
specific trunk over a specific period of time.

Select the target time period, type of call (inbound, outbound, or total), and port (trunk
number) from the execution options and click [Query].

El Trunk Port Statistics B =
start{7/14/2005 |5] [7 B[00 End{7/14/2005 |[7] [1z[5]:[00 5] TypeTotal 5] Port{7047 || query
Summary
Trunk # Total Calls Failed Calls Abandoned Calls Completed Calls Ans Ratio
7047 2 0 2 0 0.0%
Trunk Calls
External Completion|Completion
Type Number/ | Phone # | DID # Call Start Time Call End Time Call Time |Talk Time | Call Type P P
Status Cause
Caller ID
Outbound| 18007377008 2201 As/z003 T/14/2005 0:00:14 0| Primary Ringing
11:57:24 AM 11:57:38 AM
Outbound|18007377008 2201 7/14/2005 7/14/2005 0:00:12 0| Primary Ringing
11:55:23 AM 11:58:35 AM
Column Description
Trunk # Trunk port number for this record.
Total Calls Total calls to or from this trunk.
Failed Calls Number of failed calls to or from this trunk.

Abandoned Calls

Number of abandoned calls on this trunk.

Completed Calls

Number of calls to or from this trunk that were answered.

Ans Ratio

Ratio of answered calls to offered calls for this trunk.

Type

Type of call for this record (Inbound / Outbound)

External Number /
Caller ID

Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.

Phone #

Station in the phone system that made or received this call.

DID #

DID number received for this inbound call.

Call Start Time

Time that this call was received or made by the phone system.

Call End Time Time that this call was terminated in the phone system.
Call Time Total call time for this call.

Talk Time Total talk time for this call.

Call Type Method this call was delivered by:

Primary — call was made directly to or from this port
Recall — this call recalled to the port from hold

Callback — this call was a callback set by another station
Consult — this call was a consultation with another station
Transfer — this call was transferred to this port
Conference — this port was added to a conference call
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Column

Description

Overflow — a station group overflowed to this port
Pickup — this call was retrieved form hold by direct pickup

Completion Status

Ending status for this call:

Fail — this call encountered an error

Off Hook — this call ended with the port off hook
Ringing — this call was terminated while ringing
Answered — this call was answered

Queued — this call was terminated while in queue
Hold — this call ended with the remote party on hold

Completion Cause

Reason that the call ended:

Error — the call encountered an error

Hung Up — the local or remote party hung up

Transfer — the call was transferred

Conference — the call was conferenced with another port
Overflow — the call overflowed to another port
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Trunk Abandoned Call List

The Trunk Abandoned Call List report displays detailed information about all abandoned trunk
calls for a specific period of time.

Select the target time period from the execution options and click [Query].

Trunk Abandoned Call List Bl

Start:7/14/2005 || 7 =[50 End:{7/14/2005 |[F] [12 =|foo =l [ query |

Summary

Abandoned Calls
7

Abandoned Call List
Abandoned Wait

Number Start Time Trunk # Inbound # DID # CLI # A
Time
1 7/14/200S 11:49:00 AM 7023 2001 18007377008 7023 0:00:09
2 7/14/200S 11:49:22 AM 7023 2001 18007377008 7023 0:00:08
3 7/14/2005 11:49:42 AM 7023 2001 18007377008 7023 0:00:08
4 7/14/2005 11:52:46 AM 7022 2201 18007377008 7022 0:00:10
S 7/14/2005 11:53:27 AM 7023 2004 18007377008 7023 0:00:06
6 7/14/2005 11:55:51 AM 7023 2001 18007377008 7023 0:00:07
7 7/14/2005 11:57:10 AM 7023 2201 18007377008 7023 0:00:07
Column Description

Abandoned Calls Total number of abandoned calls for this time period.

Number Call record number.

Start Time The time the call was received by the phone system.

Trunk # Trunk port number.

Inbound # Internal station or station group that was called.

DID # DID number this call came in on.

CLI # Caller ID information for this caller.

Abandoned Wait Time this caller waited before hanging up (abandoning).

Time
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Station Statistics

This section describes the statistics on stations in the OfficeServ phone system.

Station Call Statistics

The Station Call Statistics report provides call volume and time-based statistics for all station
calls.

EE] Station Call Statistics

start{7/14/2005|[5] [7 El30 5 End{7/14/z005 |[F] [1zEl:[o0E] intervalfism =] [ query |

Summary
Lif M . ~ : A A
. otal 0'":5 t L,:x Call | Actual | Failed | Calls | Pick- | Retri- | Call | Talk C"'i T"Ii call | ans
ows Lines i Avail, 163 Attempts| Calls | Calls |Answered ups evals | Time Time ‘a ,a Ratio | Ratio
Sve d Time Time
1 230 176 54 3 37 33 4 g 1] 0/0:06:16 0:01:10/0:00:10/0:00:09 89.2%| 24.2%
Time Detail
Ti Total (I).mtesf Lines LI\.fIax call Actual | Failed Calls Pick- | Retri- Call Talk :Vﬁ :v‘i call Ans
e Lines o Avail. Afees: Attempts| Calls | Calls Answered ups | evals @ Time Time ,a 2 Ratio  Ratio
Svec Used Time | Time
7/14/2005
/12{:00 230 176 54 3 37 33 4 8 0 0/0:06:16{0:01:10 0:00:10|0:00:09| §9.2% | 24.2%

Select the target time period from the execution options and click [Query].

Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
Total Lines Total number of lines (stations) in the phone system.

Lines Out of Svc. Number of lines in an error condition.

Lines Avail. Number of lines ready for use.

Max Lines Used Maximum number of lines used at one time.

Call Attempts Total number of calls attempted to or from the phone system.

Actual Calls Number of calls successfully delivered to or from the system.

Failed Calls Number of calls that failed to connect to / from the phone system.

Calls Answered Total number of calls answered.

Pick-ups Total calls retrieved from hold by direct pickup.

Retrievals Calls retrieved from hold from a different station.

Call Time Summary of call time for all calls. (ring until disconnect)
Talk Time Summary of talk time for all calls. (answer until disconnect)
Avg Call Time Average call time.

Avg Talk Time Average talk time.

Call Ratio Call success ratio.

Ans Ratio Call answer ratio.
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Inbound Station Call Statistics

The Inbound Station Call Statistics report provides call volume and time-based statistics for

incoming station calls only.

Select the target time period from the execution options and click [Query].

Inbound Station Call Statistics

B

start{7/14/z005|7] [7 El:[305] End{7/14/z005 |5 [izE](00 5] tntervalfism 5] [ query |

Summary
. Avg Avg
Total Lines Lines Inbd |Calls In Mo Inbd iobd nad Inbd Inbd Inbd
Rows ) Out of | InTrys Calls In Call Talk :
Lines Avail, Errors | Ans |Answers| Xfers S Call Talk Ratio
Sve Time Time 5 3
Time Time
1 230 176 54 21 19 2 4 15 0/0:03:32/0:00:45/0:00:11 0:00:11| 90.5%
Time Detail
. Avg Avg
Lines . Inbd Inbd
Time T_otal Out of Lines In Trys [Calls In Inbd |Calls In No Inbd call Talk Inbd Inbd Inh_d
Lines vail, Errors ans |Answers| Xfers 2 G Call Talk Ratio
Sve Time | Time 2 :
Time | Time
7!1‘:20;5 230 176 54 21 19 2 - 15 0/0:03:32{0:00:45 0:00:11|0:00:11| 90.5%
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
Total Lines Total number of lines (stations) in the phone system.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail. Number of lines ready for use.

In Trys Number of inbound call attempts.

Calls In Number of successful inbound call attempts.
Inbd Errors Number of failed inbound call attempts.
Calls In Ans Number of answered inbound calls.

No Answers Number of unanswered inbound calls.

Inbd Xfers Number of inbound transfers.

Inbd Call Time Total call time for inbound calls.

Inbd Talk Time Total talk time for inbound calls.

Avg Inbd Call Time

Average call time for inbound calls.

Avg Inbd Talk Average talk time for inbound calls.
Time
Inbd Ratio Call success ratio for inbound calls.

Inbd Ans Ratio

Inbound call answer ratio.

Inbd
Answer
Ratio

21.1%

Inbd
Answer
Ratio

21.1%
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Outbound Station Call Statistics

The Outbound Station Call Statistics rep provides call volume and time-based statistics for
outgoing station calls only.

Select the target time period from the execution options and click [Query].

Outbound Station Call Statistics B E‘
start{7/14/2005 || [7 El{30 5] End{7/14/2005 |[F) [1zEl:[o0 5] interval{ism ][ Query |
Summary
. Avg Avg
cows | TO (')"L':te:f Lines | out |outbd | out | off | outbd | outbd O(‘:’:fld i”;id out | out |outcall 0::':”
Lines Avail Trys Errors | Calls Hook |Answers| Xfers . Call Talk Ratio
Svc Time Tirmne : £ Ratio
Tirme Time
i 230 176 54 16 2 14 4 4 0/0:02:440:00:25/0:00:10 0:00:06| 87.5%| 28.6%
Time Detail
Lines outbd | outbd | Y9 | AYE | o outhd
Total Lines Out Outbd out off Outbd | Outbd Out Out
Time 2 Out of Call Talk Call Ans
Lines Avail, Trys | Errors | Calls Hook Answers| Xfers 2 2 Call Talk . .
Svc Time Time : : Ratio Ratio
Time Time
7"11‘;’%0005 230 176 54 16 2 14 4 4 0/0:02:44(0:00:25 0:00:10(0:00:06| 87.5% 28.6%
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
Total Lines Total number of lines (stations) in the phone system.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Out Trys

Number of outbound call attempts.

Outbd Errors

Number of failed outbound call attempts.

Out Calls

Number of successful outbound calls

Off Hook

Number of times a phone went off hook.

Outbd Answers

Number of answered outbound calls.

Outbd Xfers

Number of transfers initiated.

Outbd Call Time

Total call time for outbound calls.

Outbd Talk Time

Total talk time for outbound calls.

Avg Out Call Time

Average call time for outbound calls.

Avg Out Talk Time

Average talk time for outbound calls.

Out Call Ratio

Call success ratio for outbound calls.

Outbd Ans Ratio

Outbound call answer ratio.
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Inbound Station Call Breakdown

The Inbound Station Call Breakdown report provides call volume and time-based statistics for

all inbound station calls divided into internal and external incoming calls.

Select the target time period from the execution options and click [Query].

Inbound Station Call Breakdown

start{7/14/2005 |[5] [7 El30 5] End{7/14/z005 5] [tz El:[00 ] intervallism 5] [ query |

Summary
Inbound (Internal) Inbound (External)
Rows| In |Calls |cCalls fx' call | Talk :"Ii Inbd | Ans | In |calls | calls fxr' call | Talk :"“i Inbd | Ans
Trys | In Ans ers Time Time ,a Ratio | Ratio | Trys | In Ans e Time = Time ‘a Ratio | Ratio
Time In Time
] 12 10 2 0/0:02:03|0:00:18/0:00:09/83.3% |20.0% 9 9 2 0/0:01:29/0:00:27|0:00:14|100.0% |22.2%
Time Detail
Inbound (Internal) Inbound (External)
. ®- A A
Time In |Calls|Calls o call Talk TVIE Inbd | Ans | In |Calls|Calls Call Talk Tv\i Inbd | Ans
Trys | In | Ans o Time Time ,a Ratio | Ratio  Trys | In | Ans Time Time g Ratio | Ratio
Time In Time
7/1‘;:33‘05 iz 10 2 0/0:02:03|0:00:18|0:00:09 83.3% 20.0% 9 9 2 0{0:01:29 0:00:27|0:00:14(100.0% | 22.2%
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.

Inbound (Internal)

Call details for internal station calls.

Inbound (External)

Call details for external phone calls.

In Trys Number of inbound call attempts.

Calls In Number of successful inbound call attempts.
Calls Ans Number of answered inbound calls.

X-fers In Number of inbound transfers.

Call Time Total call time for inbound calls.

Talk Time Total talk time for inbound calls.

Avg Talk Time Average talk time for inbound calls.

Inbd Ratio Call success ratio for inbound calls.

Ans Ratio Inbound call answer ratio.
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Outbound Station Call Breakdown

The Outbound Station Call Breakdown report provides call volume and time-based statistics
for all outbound station calls divided into internal and external outgoing calls.

Select the target time period from the execution options and click [Query].

Outbound Station Call Breakdown

start{7/14/2005 |[5] [7 El30 5] End{7/14/z005 5] [tz El:[00 ] intervallism 5] [ query |

Summary
Outbound (Internal) Outbound (External)
Rows | out | out | 7 | call | Tal | AY9 | AvQ | OU I 4o | out | ot call |Talk | AY2 |Ava | out | ..
Trys | Calls I Time | Time el uells el Ratio | Trys | Calls Time | Time el Ul eal Ratio
Time @ Time | Ratio Time | Time | Ratio
1 14 iz 00:02:18|0:00:25|0:00:10 0:00:06|85.7% 33.3% 2 2 0/0:00:26 0/0:00:13 0/100.0%| 0.0%
Time Detail
Outbound (Internal) OQutbound (External)
. A A Out X- A A Out
dimeffout|jiout Call | Talk | 8 | TN | L[ ans fout|out | "t | call [Talk| T |1 S | Ans
Trys |Calls Time Time ,a ‘a a, Ratio | Trys |Calls o Time |Time ‘a ,a a, Ratio
Time Time | Ratio Time |Time | Ratio
UJ:;EE‘OS 14 iz 0/0:02:18/0:00:25/0:00:10|0:00:06|85.7%|33.3% 2 2 0/0:00:26 0/0:00:13 0(100.0% 0.0%
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.

Outbound (Internal)

Call details for internal station calls.

Outbound (External)

Call details for external phone calls.

Out Trys Number of outbound call attempts.

Out Calls Number of successful outbound calls
X-fers In Number of transfers from internal devices.
Call Time Total call time for outbound calls.

Talk Time Total talk time for outbound calls.

Avg Call Time Average call time for outbound calls.

Avg Talk Time Average talk time for outbound calls.

Out Call Ratio Call success ratio for outbound calls.

Ans Ratio Outbound call answer ratio.
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Outbound Station Call Error Statistics

The Outbound Station Call Error Statistics report shows totals for the error types an outbound
station call may encounter.

Select the target time period from the execution options and click [Query].

Eﬁ Outbound Station Call Error Statistics

start{7/14/z005 |7] [7 Bl:[305] End{7/14/z005 |5 [1zEl{00 5] tntervatfism ][ query |

Summary
Outbd S : : 2
8 SUtT Outbd £ Mo Such | Limited Trunk Station | Station Does Not Blligout Device Group Uik
s atle o Errors R::; # Class Busy Busy DND Exist 49 O Mismatch Busy nenown
1 16. 2. 12.5% 2. D. U‘ U. 0 D. 1} U. U. 0
Time Detail
Outbd - : : :
Time it Ty Outbd Erioe Mo Such | Limited | Trunk Station | Station |Does Not Plug Out Device Group Unkeiowin
Errors el # Class Busy Busy DND Exist Mismatch| Busy
7/14/2008 16 12.5% 2 0 0 0 o 0 0 0
12:00
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
Out Trys Number of outbound call attempts.

Outbd Errors

Number of failed outbound call attempts.

Outbd Error Ratio

Ratio of failed calls to call attempts.

No Such #

Number of calls to non-existent stations or groups.

Limited Class

Number of calls that failed due to class of service restrictions.

Trunk Busy

Number of calls failed due to a trunk or trunks being busy.

Station Busy

Number of calls failed due to a busy station.

Station DND

Calls that failed because the station was in Do Not Disturb.

Does Not Exist

Number of calls to non-existent destinations.

Plug Out

Number of calls to unplugged stations.

Device Mismatch

Number of failed calls to invalid devices. (i.e.- Add-on Modules)

Group Busy

Number of calls failed due to a busy station group.

Unknown

Number of calls that failed for an unknown reason.
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Station Feature Code Usage Statistics

The Station Feature Code Usage Statistics report gives counts of the number of times station
users accessed various phone system features.

Select the target time period from the execution options and click [Query].

Eﬂ Station Feature Code Usage Statistics

start{7/14/2005 |[5) [7 El30 5] End{7/14/z005 5] [tz El:[00E] intervalfism 5] [ query |

Summary
Rows Call Back Camp On DND Forward Message OHVA Peedrampned
Message
1 0 0 0_ Ul o] 0_ ]
Time Detail
Time Call Back Camp On DND Forward Message OHVA F’;‘ﬁ':g“
7/14/2005 12:00 0 0 0 0 Ju] 0 o
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
Call Back Number of times a callback request was issued.
Camp On Number of times a station camped on to a busy station.
DND Number of times Do Not Disturb was activated.
Forward Number of times a user changed call forwarding options.
Message Number of station to station (not voicemail) messages left.
OHVA Number of times Off-Hook Voice Announce was used.
Programmed Message | Number of times users activated Programmed Messages.
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Station Group Call Statistics

The Station Group Call Statistics report provides call volume and time-based statistics for
incoming calls to non-UCD station groups summarized by station group.

Select the target time period from the execution options and click [Query].

ﬁ Station Group Call Statistics

start{7/14/2005 |5 [7 El[50 5] end{7/1a/z005 |[F] [tz (o0 B [ Query |

Summary
Avg Avg
Lines Max Inbd | Inbd Inbd
Total | Total Lines | . In Calls Errored| Calls No Inbd Inbd | Inbd | Inbd
5 i Out of et Lines . ; Li k| e wF, Call Talk Call = | Answer
roups ines Sve vall Usad rys n BUSy alls n ANs Answers ers Tims Time Va a atio Ratio
Time | Time
35 3 0 1 0 0 0 0 a 0 0 1} 0 0 0 0 0
Group Detail
A A
ax Al Calls Inbd | Inbd | 7¥9 | A¥E Inbd
Group Group Total Lines In Calls | . Errored No Inbd Inbd | Inbd | Inbd
; : es Lines In Call | Talk Answer’
Mumber Mame | Lines Avail. Trys In Calls Answers| Xfers | _ . Call | Talk | Ratio .
Errors Used Busy Ans Time | Time | __ £ Ratio
Tirme | Time
S000 1 1 1 0 0 0 0 1} 0 0 0 i} 0 0 0 0
5004 1 1 1 0 0 0 0 [u] 0 0 0 0 0 0 0 0
Column Description

Total Groups

Total number of station groups in the phone system.

Group Number

Station group number of current record.

Total Lines

Total number of lines (stations) in this station group.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Max Lines Used

Maximum number of lines used at one time.

In Trys

Number of inbound call attempts.

Calls In

Number of successful inbound call attempts.

All Lines Busy

Calls that failed because all stations were busy.

Errored Calls

Number of calls that failed for other reasons.

In Answer Cnt

Number of answered inbound calls

Calls In Ans Number of answered inbound calls.
No Answers Number of unanswered inbound calls.
Inbd Xfers Number of inbound transfers.

Inbd Call Time Total call time for inbound calls.

Inbd Talk Time Total talk time for inbound calls.

Avg Inbd Call Time

Average call time for inbound calls.

Avg Inbd Talk Time

Average talk time for inbound calls.

Inbd Ratio

Call success ratio for inbound calls.
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Inbound Station Call Statistics by Group

The Inbound Station Call Statistics by Group report displays call volume and time-based
statistics for incoming calls to a specific station group.

Select the target time period and station group from the execution options and click [Query].

Eﬂ Inbound Station Call Statistics by Group

Start:7/14/2005 ]| 7 =[50 End:{7/14/2005 12 7[00 5] ntervalfism =] Groupfsooo =] [ qQuery
Summary
. Avg Avg
Lines | . Inbd | Inbd Inbd
Group Group | Total Lines = In Calls | . Errored| Calls No Inbd Inbd | Inbd | Inbd
; t of ; Lines Call Talk Answer
Number Name | Lines Avail. | Trys In Calls |In Ans Answers| Xfers : 5 Call Talk | Ratio :
Busy Timne | Time 3 i Ratio
Time | Time
5000 i 0 1 ) 0 0 i) i} 0 0 1] a] 0 0 0 ]
Time Detail
3 Avg Avg
Lines Inbd | Inbd Inbd
. Total ! Lines Calls : Errored| Calls No Inbd Inbd | Inbd | Inbd
Time > Out of In Trys Lines Ccall Talk . |Answer,
Lines Calls | In Ans |Answers| Xfers n i Call Talk | Ratio .
Sve Busy Time | Time 5 Ratio
Time | Time
#/14/2008 1 0 0 i) 0 0 o 0 0 0 0 0 0 0 0
1z2:00
Column Description

Group Number

Station group number of current record.

Group Name

Name of the station group, if one is set.

Time

Time period for each row.

Total Lines

Total number of lines (stations) in this station group.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail. Number of lines ready for use.
In Trys Number of inbound call attempts.
Calls In Number of successful inbound call attempts.

All Lines Busy

Calls that failed because all stations were busy.

Errored Calls

Number of calls that failed for other reasons.

Calls In Ans Number of answered inbound calls.
No Answers Number of unanswered inbound calls.
Inbd Xfers Number of inbound transfers.

Inbd Call Time Total call time for inbound calls.

Inbd Talk Time Total talk time for inbound calls.

Avg Inbd Call Time

Average call time for inbound calls.

Avg Inbd Talk Time

Average talk time for inbound calls.

Inbd Ratio

Call success ratio for inbound calls.

Inbd Ans Ratio

Inbound call answer ratio.
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Inbd Station Call Breakdown by Group

The Inbd Station Call Breakdown by Group report displays call volume and time-based
statistics for incoming calls to a specific station group divided into internal and external

incoming calls.

Select the target time period and station group from the execution options and click [Query].

Inbd Station Call Breakdown by Group

Start:7/14/2005 Jl 7 =305 Endi{7/14/2005 |[7] [12 =00 5] 1ntervalfism 7] Groupfsoco 5] [ Query |

Summary
Inbound (Internal) Inbound (External)
Group |Group
In | Calls | Calls |X-fers| Call | Talk G Inbd = Ans In | Calls | Calls |X-fers| Call @ Talk ave Inbd = Ans
Number| Name : g ; 3 7 ; Talk : g
Trys In Ans In Time Time . Ratio | Ratio | Trys In Ans In Time  Time . Ratio  Ratio
Time Time
S000 ) i} 0 0 i} 0 0 0 0 0 0 0 0 1} 0 0 0 o
Summary
Inbound (Internal) Inbound (External)
. Ava Avg
Time In | Calls | Calls |X-fers| Call | Talk Talk Inbd | Ans In | Calls | Calls |X-fers| Call | Talk Talk Inbd | Ans
Trys In Ans In Time | Time .a Ratio | Ratio | Trys In Ans In | Time | Time T'a Ratio | Ratio
ime
F/14/2005 0 0 0 0 0 0 o o 0 i} 0 0 0 0 0 0 0
12:00
Column Description

Group Number

Station group number of current record.

Group Name

Name of the station group, if one is set.

Time

Time period for each row.

Inbound (Internal)

Call details for internal station calls.

Inbound (External)

Call details for external phone calls.

In Trys Number of inbound call attempts.

Calls In Number of successful inbound call attempts.
Calls Ans Number of answered inbound calls.

X-fers In Number of inbound transfers.

Call Time Total call time for inbound calls.

Talk Time Total talk time for inbound calls.

Avg Talk Time Average talk time for inbound calls.

Inbd Ratio Call success ratio for inbound calls.

Ans Ratio Inbound call answer ratio.
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Station Port Statistics

The Station Port Statistics report provides detailed information of all calls made to or from a
specific station port over a specific time period.

Select the target time period, type and port from the execution options and click [Query].

[¥j station Port Statistics

start7/14/2005 |&] [7 B[00 End{7/1a/2005 |[7] [125]:[00 5] TypedTotal 5] Portizo04 || Query |
Summary
Station # Total Calls Failed Calls Abandoned Calls Completed Calls Ans Ratio
2004 3 0 3 0 0.0%
Station Call List
External A
Il I 1 | |
Type |Number /| Phone #| Call Start Time Call Apswered Call End Time C.a ‘Fa k 29 ormp Etion Cofmpretion
Time Time Time Type Status Cause
Caller 1D
Inbound 7023 7023 1472005 2(14/2003 0:00:06 0f Primary | Ringing
11:53:27 AM 11:53:33 AM
Inbound 2005 74472005 FlaEn0s 0:00:07 0| Primary | Ringing
11:54:06 AM 11:54:13 AM
Inbound 2201 42003 7/14/2003 0:00:14 0l Primary | Ringing
11:55:12 AM 11:55:26 AM
Column Description
Station # Station port number for this record.
Total Calls Total calls to or from this station.
Failed Calls Number of failed calls to or from this station.

Abandoned Calls

Number of abandoned calls on this station.

Completed Calls

Number of calls to or from this station that were answered.

Ans Ratio

Ratio of answered calls to offered calls for this trunk.

Type

Type of call for this record (Inbound / Outbound)

External Number /
Caller ID

Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.

Phone #

Station in the phone system that made or received this call.

Call Start Time

Time that this call was received or made by the phone system.

Call Answered Time

Time that this call was answered.

Call End Time Time that this call was terminated in the phone system.
Call Time Total call time for this call.

Talk Time Total talk time for this call.

Call Type Method this call was delivered by:

Primary — call was made directly to or from this port
Recall — this call recalled to the port from hold

Callback — this call was a callback set by another station
Consult — this call was a consultation with another station
Transfer — this call was transferred to this port
Conference — this port was added to a conference call
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Column

Description

Overflow — a station group overflowed to this port
Pickup — this call was retrieved form hold by direct pickup

Completion Status

Ending status for this call:

Fail — this call encountered an error

Off Hook — this call ended with the port off hook
Ringing — this call was terminated while ringing
Answered - this call was answered

Queued — this call was terminated while in queue
Hold — this call ended with the remote party on hold

Completion Cause

Reason that the call ended:

Error — the call encountered an error

Hung Up — the local or remote party hung up

Transfer — the call was transferred

Conference — the call was conferenced with another port
Overflow — the call overflowed to another port
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UCD Statistics

This section describes the UCD group statistics of the OfficeServ system.

UCD Call Statistics

The UCD Call Statistics report provides call volume and time-based statistics for all UCD

groups in the phone system.

Select the target time period from the execution options and click [Query].

I} uco call statistics

start{7/14/2005  |[F][ 7 B e End:7/14/2005 ]|12 =:[ooE] 1ntervalfism 5[ query |
Summary
Avg
Over- | Forced | Inbd Avg Avg Ava
Total M A i Al - Talk A
Rows = ota a axt Lgent; Calls In C: = CbHd ﬂOva; flow Log Xfers 8 Talk Wait Time to & :5
e Keldeid U?:e n3 s R [ Outs Ans Time | Time | Abd S0
1 3 el 4.3 9 2 7 0 0 0 0/0:00:27|0:00:14|0:00:04 0:00:08| 22.2%
Time Detail
fiva Over- | Forced | Inbd Avg Avg Avg
- Total Max | Agents Calls Abd Over- Talk : - Ans
Time G Aoarielli g Calls In . el flow 1 flow Log Xfers Talk Wait | Time to Rati
roups | Agents ogIge ns allsif flowTnif S e e Tima | Time || zbd kel
n
7”;:;3?;05 3 4 4.3 9 2 7 0 0 0 0{0:00:27 0:00:14|0:00:04|0:00:08 22.2%
Column Description
Rows Total number of rows in the detailed data section.

Total Groups

Total number of UCD groups in the system.

Time

Time period for each row.

Max Agents

Number of UCD agents.

Avg Agents Logged In

Average number of agents logged in.

Calls In Number of inbound calls.

Calls Ans Number of calls answered.

Abd Calls Number of abandoned calls.

Over-flow In Calls that overflowed to this group from another group.

Over-flow Out

Calls that overflowed from this group to another group.

Forced Log Outs

Number of times an agent was logged out by the system.

Inbd Xfers Ans

Number of transferred inbound calls answered.

Talk Time Total talk time for this period.
Avg Talk Time Average talk time this period.
Avg Wait Time Average waiting duration.

Avg Time to Abd

Average time to abandon for this period.

Ans Ratio

Ratio of calls answered to call attempts.
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UCD Group Call Statistics

The UCD Group Call Statistics report provides call volume and time-based statistics for all
inbound UCD calls summarized by UCD group.

Select the target time period from the execution options and click [Query].

UCD Group Call Statistics Bl E\E
Start:7/14/2005 || 7 El:[30 5] End{7/14/2005 @] [12 ]:foo =l [ query |
Summary
Avg
Total Max | Agents Calls Abd Over- | Over- | Forced L0 Talk |Avg Talk Avg ,Mg ans
Groups | Agents | Logged saly Ans Calls | flow In |flow Out Log Outs et Time Time I ime o Ratio
n Ans Time Abd
3 . 4 4.3. 9. 2. 7. 0. i} 1] 0. 0:00:27. 0:00:14. 0:00:04 0:00:08. 22.2%
Group Detail
Avg
Group | Group Max Agents Calls Abd Over- e lecncecl Rinte Talk Avg Avg Avg Ans
s o e || d Calls In a ol flow I flow Log xfers i Talk Wait Time to Rt
urnber ame gents 0?28 ns alls ow In out Outs ans ime Tirre Time Abd atio
5001 e 4 4.0 0 0 0 0 0 0 0 0 0 0 0 0
sSvC
500z el 4 4.0 9 2 7 0 0 0 0/0:00:27|0:00:14|0:00:04 0:00:08| 22.2%
SUPPT
5003 4 5.0 0 0 1] 0 0 0 1] 0 o 0 0 0
Column Description
Total Groups Total number of UCD groups in the system.
Group Number UCD group number for this record.
Group Name Name of this UCD group if set.
Max Agents Number of UCD agents in this group.
Avg Agents Logged In | Average number of agents logged in.
Calls In Number of inbound calls.
Calls Ans Number of calls answered.
Abd Calls Number of abandoned calls.
Over-flow In Calls that overflowed to this group from another group.
Over-flow Out Calls that overflowed from this group to another group.
Forced Log Outs Number of times an agent was logged out by the system.
Inbd Xfers Ans Number of transferred inbound calls answered.
Talk Time Total talk time for this period.
Avg Talk Time Average talk time this period.
Avg Wait Time Average waiting duration.
Avg Time to Abd Average time to abandon for this period.
Ans Ratio Ratio of calls answered to call attempts.
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UCD Call Statistics by Group

The UCD Call Statistics by Group report provides call volume and time-based statistics for a

specific UCD group.

Select the target time period and UCD group from the execution options and click [Query].

UCD call Statistics by Group

Start:7/14/2005 ]l 7 =:[z0 5] End:{7/14/2005 ‘ 12 7[00 5] ntervalfism 5] Groupfsooz 5] [ Query |
Summary
& “ " Afwgt call A & Over- | Forced | Inbd T Avg Avg Avg G
N rnzp Nroup A axt Lgenz Calls In : 2 call f ve;- flow Log Xfers a Talk Wait Time to B T
umber Name | Agents u?:e ns alls owlIn | outs o Time | Time Abd atio
TECH
sooz 4 4.0 9 2 7 0 0 0 00:00:27|0:00:14|0:00:04 0:00:08| 22.2%
SUPPT
Time Detail
Avg
Forced Inbd Avg Avg Avg
M A it Call Abd o] - 0 - Talk . A
Time A axt Lgen; Calls In : i call fl VEI; i VEC';t Log xfers T,a Talk Wait | Time to R nts
gents ugIge ns alls ow In |flow Out| Ane ime Time Time Abd atio
n
"11“"2’?00005 4 a0 9 2 7 0 0 0 0| 0:00:27| 0:00:14| 0:00:04| 0:00:08| 22.2%
Column Description

Group Number

UCD group number for this record.

Group Name

Name of this UCD group if set.

Time

Time period for each row.

Max Agents

Number of UCD agents in this group.

Avg Agents Logged In

Average number of agents logged in.

Calls In Number of inbound calls.

Calls Ans Number of calls answered.

Abd Calls Number of abandoned calls.

Over-flow In Calls that overflowed to this group from another group.

Over-flow Out

Calls that overflowed from this group to another group.

Forced Log Outs

Number of times an agent was logged out by the system.

Inbd Xfers Ans

Number of transferred inbound calls answered.

Talk Time Total talk time for this period.
Avg Talk Time Average talk time this period.
Avg Wait Time Average waiting duration.

Avg Time to Abd

Average time to abandon for this period.

Ans Ratio

Ratio of calls answered to call attempts.
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UCD Agent Statistics Summary

The UCD Agent Statistics Summary report provides call volume and time-based statistics for
all UCD agents in the phone system.

Select the target time period from the execution options and click [Query].

Eﬂ UCD Agent Statistics Summary B =
start{7/1a/2005 || [7 El{30 5] Endi{7/14/z005 |[F] [1zEl-[00 5] interval{ism ][ query
Summary
Il i
Rows T RS Calls In | Calls Ans = Conslts | X-fers In SIDika Forced e Ln.:gln Talk Time Colnsult
Groups Agents Xfers Out | Log Outs | Xfers Ans Time Time
1 3 S 9 2 1] 0 1] 0 0| 3:00:00{ 0:00:27 ]

Time Detail

Time ] fax Calls In | Calls Ans = Conslts | X-fers In Grp Call R Inbd ngin
Groups Agents Xfers Out | Log Outs | Xfers Ans Time
2/14/200% 3 8 9 2 0 0 0 0 0| 3:00:00
12:00
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.

Total Groups

Total number of UCD groups in the system.

Max Agents Number of UCD agents in the system.
Calls In Number of inbound calls.

Calls Ans Number of calls answered.

Conslts Number of consultation transfers.
X-fers In Number of internal transfers to a group.

Group Call Xfers Out

Number of outbound group transfers.

Forced Log Outs

Number of times an agent was logged out by the system.

Inbd Xfers Ans

Number of transferred inbound calls answered.

Login Time

Total time agents were logged in this period.

Talk Time

Total talk time for this period.

Consult Time

Total consultation time this period.

Consult
Time
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UCD Group Statistics Summary

The UCD Group Statistics Summary provides call volume and time-based statistics for all
UCD agents in the phone system summarized by UCD group.

Select the target time period from the execution options and click [Query].

UCD Group Statistics Summary

start{7/14/2005|[5) [7 B30 Endi7z/aasz005 |[F) [1zE oo 5l [ query |

Summary
ik R Calls In | Calls Ans | Conslts | X-fers In (el e i | Wl ie Login Time | Talk Time Cn.nsult
Groups Agents Xfers Out Outs Ans Time
3 S 2 0 1] o 0 ) 3:00:00 0:00:27 ]
Group Detail
(Sl el R Calls In | Calls Ans | Conslts | X-fers In (el e il L?gln Talk Time Cu_nsult
Number | Name Agents Xfers Out| Log Outs |Xfers Ans| Time Time
5001 o2 S 1] 1] o] 1] 0 0 0/ 1:00:00 0 ]
SWC
s002 IEEH 5 9 2 1] o] 0 0 0| 1:00:00{ 0:00:27 ]
SUPPT
5003 S 0 0 0 0 0 0 0| 1:00:00 1] 0
Column Description

Total Groups

Total number of UCD groups in the system.

Group Number

UCD group number for this record.

Group Name

Name of this UCD group if set.

Max Agents Number of agents in this UCD group.
Calls In Number of inbound calls.

Calls Ans Number of calls answered.

Conslts Number of consultation transfers.

X-fers In Number of internal transfers to this group.

Group Call Xfers Out

Number of outbound group transfers.

Forced Log Outs

Number of times an agent was logged out by the system.

Inbd Xfers Ans

Number of transferred inbound calls answered.

Login Time

Total time agents were logged in this period.

Talk Time

Total talk time for this period.

Consult Time

Total consultation time this period.
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UCD Agent Statistics by Group

The UCD Agent Statistics by Group report provides call volume and time-based statistics for
inbound calls to UCD agents in a specific group.

Select the target time period and UCD group from the execution options and click [Query].

[ ucp Agent statistics by Group

Start:s/17/2005

e At S|

E |1DIi:|DD?i End:is_fl_?;’zDDS IB |11 i: oo Grnup:[5?31 i | Query

Summary
Grp Call| F d | Inbd ; ;
mmare [ Calls e H-fers ;‘E 3 och:e x? Lagin 1dle Ring Talk Hold | Wrapup | Consult
SRl S LRI By e In s e pis Tirme Tirne Tirme Time Tirme Time Time
Out Outs Ans
14 15 14 o 2 0 1 0| 5:25:24| 2:02:26| 0:13:26| 3:07:33| 0:00:59 0:01:00 0
Group Detail

Grp
Forced | Inbd = X
Agent | Agent | Agent | Calls | Calls #-fars | Call Login 1dle Ring Talk Hold |Wrapup |Consult

I xf
# Name PIN In Ans Cagshs In wfers =i o Time | Time | Time | Time | Time | Time | Time
Outs Ans
Out
4803 | CRAIG 0 0 0 0 0 0 0 0 0 0 0 0 1] 1]
4806 | ASHLEY 0 0 0 0 0 0 0 0 0 0 0 o 1] 1]
4805 | ASHLEY 0 0 0 0 0 0 0 0 0 0 0 o 1] 1]
4810 |CHARLES 1 1 0 1 0 0 0|0:59:50(0:24:54|0:00:05|0:34:33|0:00:18 1] 1]

Column Description
Agents Total number of agents in this group.
Agent # Agent station number.

Agent Name Station name for agent if set.

Agent PIN PIN number for this agent.

Calls In Number of inbound calls.

Calls Ans Number of calls answered.

Conslts Number of consultation transfers.

X-fers In Number of internal transfers to this agent.

Group Call Xfers Out Number of outbound group transfers.

Forced Log Outs Number of times the agent was logged out by the system.
Inbd Xfers Ans Number of transferred inbound calls answered.

Login Time Total time agent was logged in this period.

Talk Time Total talk time for this period.

Consult Time Total consultation time this period.
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UCD Agent Counts Detailed Statistics

The UCD Agent Count Detailed Statistics report provides call volume statistics for a specific
UCD agent. Agents can be selected based on extension (Tel) or Agent PIN number (PIN).

Select the target time period and agent from the execution options and click [Query].

B ucp agent Counts Detailed Statistics

Summary
Grp 1
Forced | Inbd Direct
Agent | Agent | Total Calls ¥-fars Call Direct Qutbd | Pick- -
Agent # Calls In Conslts Log xfers Calls Conf's
Name PIN Groups Cut Hfers Calls Calls ups
Outs ans Ans
Qut
2001 |OPERSR| 6257 0 0 0 0 0 0 0 0 0 0 0 0
Date Detail
Grp Call Inbd : 5
Total X-fers Forced Direct | Direct = Outbd
Il lis & It *f wF Pick- f
eteil] vt e [ECAtsIn CaRe 0z fiGonste R0 o5 | ogouts| 1°5 | calls [CallsAns| Calls |FIckUPS| Confs
Qut Ans
8/19 (Fri)
0 0 0 0 0 0 0 0 0 0 0 a 1]
09:15 ~
Column Description
Agent # Agent station number.

Agent Name

Station name for agent if set.

Agent PIN

PIN number for this agent.

Time

Time period for each row.

Total Groups

Number of UCD groups this agent answered calls for.

Calls In Number of inbound calls.

Calls Ans Number of calls answered.

Conslts Number of consultation transfers.

X-fers In Number of internal transfers to this agent.

Group Call Xfers Out

Number of outbound group transfers.

Forced Log Outs

Number of times the agent was logged out by the system.

Inbd Xfers Ans

Number of transferred inbound calls answered.

Direct Calls

Number of calls to the agent, not the UCD group.

Direct Calls Ans

Number of direct inbound calls answered.

Outbd Calls Number of outbound calls.
Pick-ups Number of calls picked up from other devices.
Conf's Number of conferences.
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UCD Agent Times Detailed Statistics

The UCD Agent Times Detailed Statistics report provides time-based statistics for a specific
UCD agent. Agents can be selected based on extension (Tel) or Agent PIN number (PIN).

Select the target time period and agent from the execution options and click [Query].

¥ ucp agent Times Detailed statistics

startfs/17/2005 |3] [0 =:[00d Endfe/1s/z005 |[F] [15E:[50=] 1ntervalfDay =] Agent2001 5] [ qQuery

Summary
Agert# Agent | Agent Calls I Calls Login Idle Ring i_nl.:lf Hold |Wrapup| Consult Dgel;:t OTUt::f PIER:D
LE Name PIN 8,300 Ans Time Time Time .a Tirme Time Time .a .a .a
Time | Tirne Tirne Time
2001 |OPERBR| 6257 o 0/8:00:00 &:00:00 i} o o o o 0 0 o
Date Detail
. . Inbd Direct Quthd Pickup
Date Total calls In |calls Ans ngln 1die Time Rlnu Tolk Hald Wr.anun Ca.nsult call Talk call
Groups Tirn Tirne Time Tirne Z
Tirmne Time Time Time
B19.(n) 0 0| 8:00:00| 8:00:00 0 o 0 0 0 0 0 0
09:15 ~
Column Description
Agent # Agent station number.
Agent Name Station name or Agent PIN Name for agent if set.
Agent PIN PIN number for this agent.
Time Time period for each row.

Total Groups

Number of UCD groups this agent answered calls for.

Calls In Number of inbound calls.

Calls Ans Number of calls answered.

Login Time Total time the agent was logged in to the group this period.
Idle Time Amount of time the agent was idle for this period.

Ring Time Time that the agent’s phone was ringing for this period.
Inbd Talk Talk Total talk time for inbound calls this period for this agent.
Hold Time Total time that calls were on hold for this agent.

Wrapup Time Total time this agent spent in wrapup this period.

Consult Time

Total time for consultations for this agent.

Direct Call Time

Total call time for calls directly to this agent.

Outbd Talk Time

Talk time for outbound calls this agent made.

Pickup Call Time

Total call time for calls this agent picked up from another
agent.
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UCD Call Time Statistics

The UCD Call Time Statistics report shows the distribution of all inbound UCD call times
grouped into set time bands as shown below.

Select the target time period from the execution options and click [Query].

[ ucp call Time Statistics B X
start{7/1a/2005 || [7 B30 5] Endi{7/14/z005 |[F] [1zEl-[o0 5] interval{ism ][ query |
Summary
Rows =1 | ==zm | == | E==am || <=sm) | == o Totalicalls |RZaiTaRaRHax C 2l
Time Time
1 0 0 1] o 0_ O_ 2 0:00:14 0:00:23
Time Detail
Time <=1m <=2m <= 3m <=4m e || ey =6m | Total calis(| ¥ Talk [ -Maxical
| Time Time
21472005 0 0 0 i} 1] a 2 0:00:14 0:00:23
12:00
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
<1lm Number of calls with duration less than 1 minute.
<£2m Number of calls with duration between 1 and 2 minutes.
<£3m Number of calls with duration between 2 and 3 minutes.
<4m Number of calls with duration between 3 and 4 minutes.
<5m Number of calls with duration between 4 and 5 minutes.
<S6m Number of calls with duration between 5 and 6 minutes.
>6m Number of calls with duration over 6 minutes.
Total Calls Total number of calls.
Avg Talk Time Average talk time this period.
Max Call Time Maximum call time this period.
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UCD Group Call Time Statistics

The UCD Group Call Time Statistics report shows the distribution of all inbound UCD call
times summarized by group and grouped into set time bands as shown below.

Select the target time period from the execution options and click [Query].

Eﬂ UGCD Group Call Time Statistics

start{7/14/2005 |7] [7 EI:[30& End{7/1a/z005 |[] [z =00 = [ query |

Summary
G::‘T;s <=im | <=2m | <=3m | <=4m | <=5m | <=6m >6m | Total Calls A"fir:jk Miixmia”
3 2 0 0 0 a 0 ] 2 0:00:14 0:00:23
Group Detail

N?J:::zr ‘::_:: <=1m <=2Zm <=3m <=4m <= 5m <=6m > 6m | Total Calls A\;gil_::k M:Tmc:ﬂ
5001 .CUST SVC: a D: U. 0 tl. E: D. D: 1} a
5002 ;UE:FF"F 2 ) 0 1] o 0 0 2 0:00:14 0:00:23
5003 0 o 0 0 a 0 0 0 0 1]

Column Description

Total Groups Total number of UCD groups in the system.

Group Number UCD group number for this record.

Group Name Name of this UCD group if set.

<1lm Number of calls with duration less than 1 minute.

<2m Number of calls with duration between 1 and 2 minutes.

<3m Number of calls with duration between 2 and 3 minutes.

<4m Number of calls with duration between 3 and 4 minutes.

<5m Number of calls with duration between 4 and 5 minutes.

<S6m Number of calls with duration between 5 and 6 minutes.

>6m Number of calls with duration over 6 minutes.

Total Calls Total number of calls.

Avg Talk Time Average talk time this period.

Max Call Time Maximum call time this period.
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UCD Wait Time Statistics

The UCD Wait Time Statistics report shows the distribution of inbound UCD call waiting
times grouped into set time bands as shown below. This report can be viewed for answered
calls or abandoned calls.

Select the target time period and type from the execution options and click [Query].

¥ ucb wait Time Statistics

start{7/14/2005 |[5] [ 7 El[30E] End{7/14/2005 1z ][00 5] interval{ism 5] Type:Abandon =] | Query

Summary
T
Rows <= 10s <= 20s <= 40s <= 60s <= 80s <=100s | <= 120s > 120s |Total Calls AygTime Ma),( bk
to Abd Time
1 6 1 0 0 1] ] 0 0 7 0:00:08 0:00:10

Time Detail

Ti 5
Time <= 10s <= 20s <= 40s <= 60s <= 80s <=100s | <= 120s >120s |Total Calls SREUIIE] BB

| to Abd Time
7}1;42{§ﬂ05 [ 1 0 0 1] o 1] 0 7 0:00:08 0:00:10
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
<10s Number of calls with duration less than 10 seconds.
<20s Number of calls with duration between 10 and 20 seconds.
<40s Number of calls with duration between 20 and 40 seconds.
<60s Number of calls with duration between 40 and 60 seconds.
<80s Number of calls with duration between 60 and 80 seconds.
<100s Number of calls with duration between 80 and 100 seconds.
<120s Number of calls with duration between 100 and 120 seconds.
>120s Number of calls with duration over 120 seconds.
Total Calls Total number of calls.
Avg Wait Time Average waiting duration.
Max Wait Time Maximum waiting duration.
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UCD Group Wait Time Statistics

The UCD Group Wait Time Statistics report shows the distribution of inbound UCD call
waiting times summarized by UCD group and grouped into set time bands as shown below.

This report can

be viewed for answered calls or abandoned calls.

Select the target time period and type from the execution options and click [Query].

B ucD Group Wait Time Statistics

Total

<= 105
Groups

3 6

Group Group
Number Name

CUST

start{7/14/2005 |5 [7 El{50 End:7/14/2005 |[F] [12 =]:[c0 =] Typefabandon =] [ Query |

Summary

Avg Time = Max Wait
to Abd Time

1 o 0 o] ) 0 o 7 0:00:08 0:00:10

<= 20s <=40s <= 605 <=80s | <=100s | <=120s > 1205 |Total Calls

Group Detail

Total Avg Time | Max Wait
Calls to Abd Time

<= 10s <= 20s <=40s <= 60s <=80s | <=100s | <=120s5 | > 120s

S001 1} 0 0 0 0 1} 0 0 0 0 0
svC
sooz TECH 6 1 i} 0 0 0 0 0 7| 0:00:08| 0:00:10
SUPPT
5003 1] 0 o] 0 1] 0 0 0 0 i} 0
Column Description

Total Groups

Total number of UCD groups in the system.

Group Number

UCD group number for this record.

Group Name

Name of this UCD group if set.

<10s Number of calls with duration less than 10 seconds.

<£20s Number of calls with duration between 10 and 20 seconds.
<40s Number of calls with duration between 20 and 40 seconds.
<60s Number of calls with duration between 40 and 60 seconds.
<80s Number of calls with duration between 60 and 80 seconds.
<100s Number of calls with duration between 80 and 100 seconds.
<120s Number of calls with duration between 100 and 120 seconds.
>120s Number of calls with duration over 120 seconds.

Total Calls Total number of calls.

Avg Wait Time Average waiting duration.

Max Wait Time

Maximum waiting duration.

© SAMSUNG Telecommunications America, L.P.

97



UCD Group Abandoned Call List

The UCD Group Abandoned Call List displays detailed information about all abandoned UCD
group calls for a specific UCD group over a specific period of time.

Select the target time period and UCD group from the execution options and click [Query].

UCD Group Abandoned Call List B =

Start:7/14/2005 ]] 7 =505 End:[7/14/2005  |[T] 1z 500 5] Groupsooz 5] [ Query |

Summary
Group Number Group Name Calls In Abd Calls Over-flow In Abanigned adc Avg Time to Abd |Abandoned Ratio
ime
s002 TECH SUPPT 9 7 0 0:00:55 0:00:08 77.8%
Abandoned Call List
Number Start Time Inbound # DID # CLI # Ahando.ned Wait
Tirne
1 7/14/200S 11:49:00 AM 2001 18007377008 7023 0:00:09
2 7/14/2005 11:49:22 AM 2001 18007377008 7023 0:00:08
3 7/14/2005 11:49:42 AM 2001 18007377008 7023 0:00:08
4 7/14/2005 11:52:46 AM 2201 18007377008 7022 0:00:10
S 7/14/200S 11:53:27 AM 2004 18007377008 7023 0:00:06
6 7/14/2005 11:55:51 AM 2001 18007377008 7023 0:00:07
7 7/14/2005 11:57:10 AM 2201 18007377008 7023 0:00:07
Column Description

Group Number

UCD group number for this record.

Group Name

Name of this UCD group if set.

Calls In

Number of inbound calls.

Abd Calls

Number of abandoned calls.

Over-flow In

Number of calls that overflowed to this group from another
group.

Abandoned Wait Time

Total wait time for abandoned calls.

Avg Time to Abd

Average time to abandon for this period.

Abandoned Ratio

Ratio of abandoned calls to call attempts.

Number Call record number.

Start Time The time the call was received by the phone system.
Inbound # Internal station or station group that was called.

DID # DID number this call came in on.

CLI # Caller ID information for this caller.
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Operator Statistics

This section describes the operator group statistics of the OfficeServ system.

Operator Group Call Statistics

The Operator Group Call Statistics report provides call volume and time-based statistics for all

inbound operator group calls in the phone system.

Set the options in the execution options, and click [Query].

EE] Operator Group Call Statistics

start{7/14/2005  |[F][ 7 B e End:7/14/2005 ]|12 =00 7] 1ntervalism =] query
Summary
Lines Avg Avg
; H Call Inbd | Inbd Inbd
Ring | Total |Total | Out Lines| In | Calls Errored o No Inbd " " Inbd Inbd Inbd "
Rows ; Line: Call Talk 7 Answer
Plans Groups|Lines | of  Avail. Trys In Calls Answers | Xfers : Call Talk Ratio :
Busy Ans Time Time 5 % Ratio
Sve Time Time
1 1 1 0 1 4 4 0 0 1 3 0[0:00:42|0:00:06{0:00:10 0:00:06|100.0%| 25.0%
Time Detail
Lines Avg Avg
all Call Inbd Inbd Inbd
Time Ring | Group |Total Out |Lines| In |Calls| . Errored o No Inbd gall Tna\k Inbd Inbd Inbd Anr;wer
Plan |Number|Lines of |Avail.|Trys In Calls Answers | Xfers| _ Call Talk Ratio .
Busy Ans Time Time 7 : Ratio
Sve Time Time
v]i;;téios 1 5000 1 0 1 4 4 o i} 1 3 0[0:00:42|0:00:06{0:00:10 0:00:06|100.0%| 25.0%
Column Description
Rows Total number of rows in the detailed data section.
Ring Plans Number of separate ring plans the system used during this period.

Total Groups

Number of separate operator groups during this period.

Time

Time period for each row.

Ring Plan

Ring plan the system used during this period.

Group Number

Operator group number during this period.

Total Lines

Total number of lines (stations) in the operator group.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail. Number of lines ready for use.

In Trys Number of inbound call attempts.

Calls In Number of successful inbound call attempts.
All Lines Busy Calls failed because all operators were busy.

Errored Calls

Number of calls that failed for other reasons.

Calls In Ans Number of answered inbound calls.
No Answers Number of unanswered inbound calls.
Inbd Xfers Number of inbound transfers.

Inbd Call Time Total call time for inbound calls.
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Column Description
Inbd Talk Time Total talk time for inbound calls.
Avg Inbd Call Average call time for inbound calls.
Time
Avg Inbd Talk Average talk time for inbound calls.
Time
Inbd Ratio Call success ratio for inbound calls.
Inbd Ans Ratio Inbound call answer ratio.
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Operator Group Call Breakdown

The Operator Group Call Breakdown report provides call volume and time-based statistics for
all inbound operator group calls divided into internal and external incoming calls.

Set the options in the execution options, and click [Query].

Operator Group Call Breakdown

Calls | Calls %

Inbound {Internal)

Avg

Start:{7/14/2005 7 =0 2 End:7/14/2005 ]|12 s]:[00 5] Intervalfism -I[ Query

Summary

Inbound {(External)

Avg

Rows Crotns In call | Talk Talk Inbd | Ans In | Calls | Calls call | Talk Inbd | Ans
Trys In Time | Time > Ratio | Ratio | Trys In Ans Time | Time | _, Ratio | Ratio

Time Time
1 1 4 4 0 0/0:00:06/0:00:06|100.0% 25.0% 0 0 ] 0 0 0 0 a a

Time Detail
Inbound (Internal) Inbound (External)
- Group 2

Time Nuriber In |Calls | Calls 2 Call | Talk :VI?( Inbd | Ans In | Calls | Calls Call | Talk :Vli Inbd | Ans
Trys Ans i Time | Time _a Ratio | Ratio | Trys | In Ans Time | Time 3 Ratio |Ratio

In Time Time
7'{1?%0‘305 S000 4 1 0 0/0:00:06 0:00:06|100.0% 25.0% 0 0 0 u} 0 0 0 0 0

Column Description
Rows Total number of rows in the detailed data section.

Total Groups

Number of separate operator groups during this period.

Time

Time period for each row.

Group Number

Operator group number for this period.

Inbound (Internal)

Call details for internal station calls.

Inbound (External)

Call details for external phone calls.

In Trys Number of inbound call attempts.

Calls In Number of successful inbound call attempts.
Calls Ans Number of answered inbound calls.

X-fers In Number of inbound transfers.

Call Time Total call time for inbound calls.

Talk Time Total talk time for inbound calls.

Avg Talk Time Average talk time for inbound calls.

Inbd Ratio Call success ratio for inbound calls.

Ans Ratio Inbound call answer ratio.
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Operator Call Time Statistics

The Operator Call Time Statistics report shows the distribution of all inbound operator group
call times grouped into set time bands as shown below.

Select the target time period from the execution options and click [Query].

Eﬂ Operator Call Time Statistics

Start7/14/2005 ‘ 7 =[50 End:7/14/2005 “2“12 5] [00 5 Interval[ism 5] query |

Summary
Rows | <=30s | <=60s | <=90s | <=2m | <=3m | <=d4m | <=5m | <=10m | <=20m | <= 30m | > 30m (T:Ztlfs'
1 1 1] 1] o o 0 1] D_ D_ D_ o 1
Time Detail
Time | <=30s | <=60s | <=90s | <=2m | <=3m | <=4m | <=5m | <=10m | <=20m | <=30m | > 30m l:tlfs'
e I e e e e e e e e e
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
<30s Number of calls with duration less than 30 seconds.
<60s Number of calls with duration between 30 and 60 seconds.
<90s Number of calls with duration between 60 and 90 seconds.
<2m Number of calls with duration between 1.5 and 2 minutes.
s3m Number of calls with duration between 2 and 3 minutes.
<4m Number of calls with duration between 3 and 4 minutes.
<5m Number of calls with duration between 4 and 5 minutes.
<10m Number of calls with duration between 5 and 10 minutes.
s20m Number of calls with duration between 10 and 20 minutes.
S30m Number of calls with duration between 20 and 30 minutes.
>30m Number of calls with duration over 30 minutes.
Total Calls Total number of calls this period.
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Operator Call Time Stats by Ring Plan

The Operator Call Time Statistics report shows the distribution of all inbound operator group

call times summarized by phone system ring plan and grouped into set time bands as shown

below.

Select the target time period from the execution options and click [Query].

EE] Operator Call Time Stats by Ring Plan

start{7/14/2005 |[5) [7 E[50 ] Endf7/1a/z005 |[F] [tz El:[o0 5] [ query |

Summary

Ring
Plans

0 1 o] 0 o o] 0 0 0 0 o

<= 30s <= 60s <= 90s <=2m <= 3m <=4m <= 5m <= 10m <= 20m <= 30m

Ring Plan Detail

> 30m

> 30m

Ring Plan | <= 30s <= 60s <= 90s <= 2m <= 3m <=4m <=5m | <=10m | <= 20m | <= 30m

0 0 0 1] o] 0 1] 0 0 0
Column Description
Ring Plans Number of separate ring plans the system operated in during this
period.

Ring Plan Ring plan the system was in for this period.

<30s Number of calls with duration less than 30 seconds.

<60s Number of calls with duration between 30 and 60 seconds.

<90s Number of calls with duration between 60 and 90 seconds.

£2m Number of calls with duration between 1.5 and 2 minutes.

S3m Number of calls with duration between 2 and 3 minutes.

S4m Number of calls with duration between 3 and 4 minutes.

<5m Number of calls with duration between 4 and 5 minutes.

<10m Number of calls with duration between 5 and 10 minutes.

s20m Number of calls with duration between 10 and 20 minutes.

S30m Number of calls with duration between 20 and 30 minutes.

>30m Number of calls with duration over 30 minutes.

Total Calls Total number of calls this period.

Total
Calls

Total
Calls
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Operator Port Call Statistics

The Operator Port Call Statistics report provides call volume and time-based statistics for all
inbound calls to the operator group summarized by group member.

Select the target time period from the execution options and click [Query].

Operator Port Call Statistics B

start{7/14/2005|3] [7 EI:[30&] End:7/1a/z005 |7 [z =00 = [ query |

Summary
Total Parts | R Pl Total Calls T Tobd xF Calls In i 1 Inbd Call | Inbd Talk | Avg Inbd | Avg Inbd Alnbd
RO [P ikans Groups SnEAM Len are Ans IR Time Time Call Time | Talk Time ;::\i.:r
uk 1 l‘ 3. 0 1 o 0:00:30. OJOU:UGI 0:00:10 0:00:08 33.3%
Port Detail
Port # Port Ring Total callsT Inbd Calls In %6 I Inbd Call | Inbd Talk | Avg Inbd | Avg Inbd Alnbd
& Mame Plans Groups alstn Xfers Ans e Time Time Call Time | Talk Time ::::r
2001 OPERSR 1 3 1] 1 0 0:00:30, 0:00:06| 0:00:10 0:00:06 33.3%
Column Description
Total Ports Total number of operator ports (group members).
Port # Station number for this port.
Port Name Name of this station, if applicable.
Ring Plans Number of separate ring plans the system operated in during

this period.

Total Groups

Number of separate operator groups during this period.

Calls In Number of inbound calls.

Inbd Xfers Number of internal calls transferred to the operator group.
Calls In Ans Number of answered calls.

Xfers In Number of external calls transferred to the operator group.
Inbd Call Time Total call time for inbound calls.

Inbd Talk Time Total talk time for inbound calls.

Avg Inbd Call Time

Average call time for inbound calls.

Avg Inbd Talk Time

Average talk time for inbound calls.

Inbd Answer Ratio

Ratio of calls answered to calls attempted.
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Operator Port Call Breakdown

The Operator Port Call Breakdown report provides call volume and time statistics for inbound
operator group calls summarized by group member and system ring plan and divided into
internal and external inbound calls.

Select the target time period from the execution options and click [Query].

EE] Operator Port Call Breakdown Bl E‘
start{7/14/2005|[5) [7 B30 End{7/1as2005 |[F) [1zEl:[o0 =] [ query
Summary
. Inbound (Internal) Inbound {(External)
Total Ring Total
Ports Plans | Groups | calls In Inbd Calls Talk Avg Talk An§ callsTn Inbd Calls Talk AvgTalk| Ans
Xfers Ans Time Time Ratio Xfers Ans Time Time Ratio
1 1 1 3 0 1| 0:00:06| 0:00:06| 33.3% 0 0 ] 0 0 ]
Port Detail

Inbound {Internal) Inbound {External)

e | Pl i A B Inbd | Calls | Talc | AY9 | @ Inbd | Calls | Talk | Y9 | 4

N Pl G n alls a ns n alls a ns
ame ans roups | Calls In ®fers Ans Time Talk Ratio 2l ®fers Ans Time Talk Ratio
Time Timne

2001 |OPERER 1 1 3 o 1|/0:00:06|0:00:06, 33.3% 0 o 0 0 0 0
Column Description

Total Ports Total number of operator ports (group members).

Port # Station number for this port.

Port Name Name of this station, if applicable.

Ring Plans Number of separate ring plans the system operated in during

this period.

Total Groups

Number of separate operator groups during this period.

Inbound (Internal)

Call details for internal station calls.

Inbound (External)

Call details for external phone calls.

Calls In Number of inbound calls.

Inbd Xfers Number of calls transferred to the operator group.
Calls Ans Number of answered calls.

Talk Time Total talk time for this period.

Avg Talk Time Average talk time for this period.

Ans Ratio Ratio of answered calls to call attempts.
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Miscellaneous

This section describes miscellaneous statistics of various OfficeServ phone system feautres.

VM/AA Group Statistics

The VM/AA Group Statistics report provides call volume and time-based statistics for all

voicemail and automated attendant ports in the phone system.

Select the target time period from the execution options and click [Query].

¥ vm/AA Group Statistics

start{7/14/2005 |[5] [7 El30 5] Endi{7/14/2005 |[F) [1zEl[00 5] nterval{ism ] |

Summary
Avg
Total o Ports | In Inbd | Calls | Inbd | Short | Xfer Xfer |Actual| call i) GEE Short
Rows Qut of ; 7 Call Call
Ports Avail, | Trys Errors In Xfers | Calls |Atternpts Errors | Xfers | Time ; Call
Svc Time Time 7
Time
1 12 0 12 3 0 3 0 3 0 0 0/0:00:17 0:00:17 0:00:06|0:00:06 100.0%
Time Detail
Avg
Time Total guﬂ:t;f Ports In Inbd | Calls | Inbd | Short| Xfer xfer |Actual| Call Sg;"’t 223 Short
Ports Avail.| Trys Errors| In | Xfers | Calls |Attempts Errors | Xfers | Time X X Call
Sve Time Time 2
Time
7”;;;:2?5 1z 0 iz 3 0 3 i) 3 0 o 0(0:00:17|0:00:17|0:00:06 0:00:06|100.0%
Column Description

Rows Total number of rows in the detailed data section.

Time Time period for each row.

Total Ports Total number of voicemail or automated attendant ports

Ports Out of Svc Number of ports in an error condition.

Ports Avail. Number of ports available.

In Trys Number of inbound call attempts.

Inbd Errors Number of inbound calls that failed.

Calls In Number of successful inbound calls.

Inbd Xfers Calls that were transferred to a VM / AA port.

Short Calls Number of short calls. A short call is a call that was answered
by the voicemail or automated attendant that was not
transferred to another device. In these cases the VM / AA
port provided the caller all necessary information in a short
time.

Xfer Attempts Number of attempted transfers.

Xfer Errors Number of failed transfer attempts.

Actual Xfers Number of successful transfers.
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Column

Description

Call Time

Total call time.

Short Call Time

Total time for short calls.

Avg Call Time

Average call time.

Avg Short Call Time

Average call time for short calls.

Call Ratio

Ratio of answered calls to call attempts.

Xfer Ratio

Ratio of transferred calls to answered calls.
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VM/AA Error Statistics

The VM/AA Error Statistics report totals for the error types a voicemail or automated

attendant call may encounter.

Select the target time period from the execution options and click [Query].

E[] VM/AA Group Error Statistics B =
start{7/14/2005  |[5] [7 El:305] End{7/14/z005 5] [tz El:[00 5] intervalfism ][ query
Summary
Rows Kfer Hfer Kfer E,rmr Invalid Busy DND Doe? Mot Plug Out ?evice A Abandoned| Other
Attempts | Errors Ratio Exist Mismatch | Answer
1 O_ 0_ 1] 0 0_ o 1] O_ 0_ 0 o o
Time Detail
Time Kfer Xfer xfer E,rrw Invalid Busy DND Doe? Dot Plug Out ?eVice Bo Abandoned| Other
Attempts | Errors Ratio Exist Mismatch | Answer
23412005 0 0 0 0 1] 1] 1] a a 0 o i}
12:00
Column Description
Rows Total number of rows in the detailed data section.
Time Time period for each row.
Xfer Attempts Number of transfer attempts to or from a VM / AA port.

Xfer Errors

Number of failed transfers.

Xfer Error Ratio

Ratio of failed transfer to transfer attempts.

Invalid Calls failed due to transfer to an invalid extension.
Busy Calls failed due to a busy port.
DND Calls failed due to a port being DND.

Does Not Exist

Calls attempted to a non-existent port.

Plug Out

Calls failed because a port was unplugged.

Device Mismatch

Calls failed due to a device mismatch, such as a transfer to an
Add-On Module.

No Answer Calls that received no answer.
Abandoned Calls that were abandoned.
Other Calls that failed for other reasons.
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DID Statistics

The DID Statistics report provides call volume and time-based statistics for all DID calls in the
system summarized by DID number.

Select the target time period from the execution options and click [Query].

@ DID Statistics

start{s/zz/2005  |[7] [ El{o0 8] Endis/z2/2005 |

(s Bl{oo [ query. |

Summary
. Calls . Abandoned . : x 2 7 :
Total DIDs | Call Attemnpts Ans Ratio Call Time Talk Time Avg Call Time | Avg Talk Time
| Answered | Calls | | |
16 23 3 88.5% 1:48:31 1:04:36 0:02:49
DID Detail
Call Calls Abandoned ’ =
DID # . DID Name . DID Group . Attempts . Ancwerad . calls . Ans Ratio | Call Time | Talk Time . .
5730 | Tech Supp | 0 0 0| 0 0 0 0 o
5732 Training | 0 0 0 0 0 0 0 o
5733 Repair 0 0 0 0 0 0| 0 0
58 TS 0 0 0 0 0 0 0 o
Column Description
Total DIDs Number of separate DIDs called this period.
DID # DID number for this record.
DID Name Name associated with this DID in the phone system
DID Group Name of the DID group DID is a member of
Call Attempts Number of inbound call attempts.
Calls Answered Number of calls answered.
Abandoned Calls Number of calls abandoned.
Ans Ratio Ratio of calls answered to call attempts.
Call Time Total call time for this period.
Talk Time Total talk time for this period.
Avg Call Time Average call time for this period.
Avg Talk Time Average talk time for this period.
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DID Statistics by DID Group

The DID Statistics by DID Group report provides call volume and time-based statistics for all
DID calls in the system summarized by DID group.

Select the target time period from the execution options and click [Query].

[ pIp statistics by DID Group

startfa/17/2005 |[7) [T1 ][00 =] Endife/ro/2005 |[F) [Tl [30 [ query |

Summary
Total Groups | Total DIDs |Call Attempts|  C2!° Abandoned | . patio | callTime | TelkTime | AYOC2l | AvoTalk
Answerad Calls Tirne Time
4 12 o 0 0 0 0 0 0 1]
DID Detail
DID Group | DID #5  |Call Attempts| S Abandoned || oo patio | callTime | TolkTime | “Yocal Aralalk
Answered Calls Tirme Time
Cust Sve 3 0 0 0 0 0 0 0 0
Personal 5 0 0 1} 0 0 i} 1] 1]
Samsung 2 0 0 0 0 0 a a a
Tech Suppt 2 0 a 0 0 U 0 0 o
Column Description

Total Groups

Total number of DID Groups configured in DataView

DID Group

Name of this DID group

DID #s

Number of DIDs in this group

Call Attempts

Number of inbound call attempts.

Calls Answered

Number of calls answered.

Abandoned Calls

Number of calls abandoned.

Ans Ratio Ratio of calls answered to call attempts.
Call Time Total call time for this period.

Talk Time Total talk time for this period.

Avg Call Time Average call time for this period.

Avg Talk Time Average talk time for this period.
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Detailed DID Statistics

The DID Statistics report provides call volume and time-based statistics for all calls to a

specific DID number.

Select the target time period from the execution options and click [Query].

¥} Detailed DID Statistics

start{7/14/2005 |[&] [7 El:[305] End:7/1a/z005 |[] [1zEl o0& intervarfism 3] p1o{is007377008 5 [ Query

Summary
DID # Call Attempts il Abandaned Ans Ratio Call Time Talk Time Avg Call Time |Avg Talk Time
Answered Calls
18007377008 9 2 7 22.2% 0:01:29 0:00:27 0:00:10 0:00:14
Time Detail
Time Call Attempts Sl gtanconed Ans Ratio Call Time Talk Time Avg Call Time | Avg Talk Time
Answered Calls
744/2003 9 2 7 22.2% 0:01:29 0:00:27 0:00:10 0:00:14
12:00
Column Description
DID # DID number for this record.
Time Time period for each row.

Call Attempts

Number of inbound call attempts.

Calls Answered

Number of calls answered.

Abandoned Calls

Number of calls abandoned.

Ans Ratio Ratio of calls answered to call attempts.
Call Time Total call time for this period.

Talk Time Total talk time for this period.

Avg Call Time Average call time for this period.

Avg Talk Time Average talk time for this period.
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CHAPTER 5. Monitoring

This chapter describes the live monitoring functions of the OfficeServ DataView web application.

Monitoring Window Layout

The monitoring functions can be accesses after connecting and logging in to the OfficeServ
DataView homepage.
The general layout of a monitoring window is shown below: Additional Menus

Page Title Execution Options

& UCD Agent Status 1l
[Jshow Plug/Log Out  Interval : 10 sec iz] Group: -- E‘ | Start |
Summary
Group Number Group Name Agents Logged In Logged Out |  Agents Busy Busy Ratio
0 1] 1] 1] 1] v]
Agent Detail
Numbe: Port # | PortStatus | AgentPIN Agent Name Agent State Call Status Duration Phone Number
- - - | 0:00:00
Ringing H EI Connected In _ Connected Out - On Hold -
wrap Up ABW ono || i tog out [

Detailed Result

v

Summary Data
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Page Title

The selected sub-menu is displayed as the title.

Additional Menus

The menus below are provided as additional menus. Refer to the *Additional Menu” section of
this chapter for detailed descriptions.

Menu Description
Opens a new window for viewing this monitor.
Opens a new large character window for viewing this monitor (This
option is only available for the UCD Data by Group Wallboard
monitor)
m View the monitor as a Chart.

Execution Options

This section of the window is used to set monitoring options and to start or stop the monitoring
process. The [Interval] option is applied to all monitoring pages, and is used to determine how
often the monitor page should update. Additional conditions may be provided depending on
the monitoring item.

Summary Data
This section of the window displays the summary of each detailed data item.

Detailed Data
This section of the window displays detailed monitoring results for the selected sub-menu.
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Selecting a Monitoring Item

Monitoring windows display live information on call events that occur in the phone system,
based on various criteria such as trunk or station status. Monitoring items are selected by
placing the mouse pointer over a main menu and clicking a sub-menu from the list displayed.

@ Monitoring

e

FoTrunk G—TEUnk Group Status

F Station Trunk Port Status by Group

ko CD Trunk Port Status

* Miscellaneous Trunk Fort Status by Call Time
v WallBoard

Monitoring Item

Monitoring items are categorized into four main menus: Trunk, Station, UCD, and
Miscellaneous and are further categorized into eighteen sub-menus.

I Monitoring
Trunk
» Trunk Group Status

» Trunk Port Status by Group
+ Trunk Port Status

» Trunk Port Status by Call Time

Station

» Station Group Status
» Station Port Status by Group
+ Station Port Status

» Station Port Status by Call Time

ucp

UCD Group Call Status

» UCD Group Login Status
UZD Agent Status

CUCD Overall Agent Status

Miscellaneous

+ Qperator Group Status
CAMAAA Group Status
CAMAAA Group Port Status

WallBoard

» Dverall Data
» Trunk Data by Group
»UCD Data by Group
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Additional Menus

New Page

Click the New Page () icon to view the current monitoring window from a new page. This

function helps to monitor multiple items simultaneously. The following figure shows an
example of the window created by clicking the New Page icon of a Trunk Group Status
window.

& Trunk Group Status

Interval :I 5 sec vI | Start

Summary
Total Total Lines Out Llnels Agents InTrys | Out Trys Bu;y Calls to
Groups Lines of Sve Avail . Busy Ratio Group
2 62 0 62 a 0 i} 0.0% i}
Group Detail
Total i i A |}
Group ota Lines Out Lmels gents InTrys | OutTrys au;y Calls to
Number Lines of Sve Avail. Busy Ratio Group
801 46 0 46 0 0 0 0.0% 0
800 16 0 16 0 1} [} 0.0% 0

- Values in the 'Total Summary' table can be different from the values in the 'Group Detail' table
because a line may belong to several groups at the same time.

New Large Character Page

Click the New Page () icon to view the current monitoring window from a new page using

a large character display. This function helps to make pages more easily readable from long

distances. The following figure shows an example of the window created by clicking the New

Large Character Page icon of a UCD Data by Group Wallboard window.

3 UCD Group - 5001() - Miciosolt Intemet Explorer

UCD Agents UCD Calls In | UCD Longest

UCD Logged In Busy Queue Wait Time

0 0 0
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I View as Chart
Click the View as Chart (-)

icon from the additional menus to launch a new window

displaying the monitor information as a chart. Chart type and data fields reported on will be
dependant upon the monitor chosen. The new window can also be used as a live monitor by
setting the Execution Options for the chart. A few examples can be seen below.

A OfficeServ DataView - Microsoft Internet Ex

Im Station Port Status by Group

Interval £ 10 sec ] Groups 5120 [w] [ Start

Total Counts

|3 Agents Busy B in Trys O Out Trys O Calls to Group

5 X 3 OfficeServ DataView - Microsoft Internet Explorer

Im UCD Agent Status

B Logged In B Logged Out

Interval © 10 sec E‘ 5'0“9____.53?5.

UCD Total Agents: 5

Agent State Call State

O1dle ®Agents Busy

‘A [OfficeServ DataView] UCD Wallboard - 5145({BCS CUST SV) - Microsoft Internet Explorer

UCD Agent Activity

B Agents B Logged In
O Logged Out O Agents Busy

UCD Call Activity

B Calls In Queue
B Calls Answered
O Calls to Group
O Ans Calls to Grp

B Longest Wait Time
® Longest Talk Time
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Trunk Monitoring

This function is used for monitoring the status of trunks in the phone system.

Trunk Group Status

The Trunk Group Status monitor is used to track call volume status for all trunk groups in the

phone system.

Click [Start] from the execution options to start the monitoring.

& Trunk Group Status

Interval : 10 sec ﬂ :__St_a__r‘g '

Summary
Lines Out of ; ¢

Total Groups Total Lines Sve Lines Avail. Trunks Busy In Trys Qut Trys Busy Ratio

4 54 0 s4 5 2 3 9.3%

Group Detail

; Lines Out of : : :

Group Number| Total Lines : 5 cu Lines Avail. Trunks Busy In Trys Qut Trys Busy Ratio
Vi
2800 23 1] 23 4 2 2 17.4%
2805 8 1] 8 1 0 1 12.5%
Column Description

Total Groups

Total number of trunk groups in the phone system.

Group Number

Trunk group number of current record.

Total Lines

Total number of lines (trunks) in this trunk group.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Trunks Busy

Number of busy trunk group agents (trunks).

In Trys Number of inbound call attempts.
Out Trys Number of outbound call attempts.
Busy Ratio Ratio of busy lines to total lines available.

Calls to Group

Number of incoming calls to a group.

Calls to Group

3

Calls to Group

o
o
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Trunk Port Status by Group

The Trunk Port Status by Group monitor is used to track call activity for all trunks in a specific
trunk group.

Select a group from the execution options and click [Start].
& Trunk Port Status by Group - .

Interval : 10 scc'g Group: 2800 ﬂ __S_t_a[‘E_I

Summary -
Total Lines .Lmes Out of S\.-r_. Lines Avail. Agents Busy | In Trys Out Trys | Busy Ratio | Calls to Group
23 1] 23 4 2 2 17.4% o
Port Detail
Number | Port £ | Port Type | Port Status | Call Status | Duration | Phone Number | Description
1 2001 | 1SDN Trunk Normal RingBack | o152 | 6158 | > Gi5830
2 2002 ISDN Trunk Normal Idle 0:00:00
Column Description
Total Lines Total number of lines (trunks) in this trunk group.
Lines Out of Svc. Number of lines in an error condition.
Lines Avail. Number of lines ready for use.
Trunks Busy Number of busy trunk group agents (trunks).
In Trys Number of inbound call attempts.
Out Trys Number of outbound call attempts.
Busy Ratio Ratio of busy lines to total lines available.
Calls to Group Number of incoming calls to a group.
Number Record identifier for this trunk.
Port # Trunk port number for this trunk.
Port Type Device type for this trunk. (i.e. — ISDN Trunk)
Port Status Current status of this trunk. (i.e. — Normal, Plug Out)
Call Status Call status on this trunk. (i.e. — Idle, Connected)
Duration Time this trunk has been in this status.
Phone Number Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.
Description Brief description of call activity. (i.e. - > G:521 represents that
this is an incoming call ringing group 521)
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Trunk Port Status

The Trunk Port Status monitor is used to track call activity for a specific range of trunks.

Enter the range of trunk ports in the execution options and click [Start].

&' Trunk Port Status

Port:{7001 | ~ 7005 | Interval S sec 5] [ Stop |

Port Detail
Number Port # Port Type Port Status Call Status Duration Phone Number
1 7001 ISDN Trunk MNormal Idle 1]
2 7002 ISDN Trunk Normal Idle 0
3 7003 ISDN Trunk MNormal Idle 1]
4 7004 ISDN Trunk MNormal Idle 1]
S 7005 ISDN Trunk Normal Idle 0
Column Description
Number Record identifier for this trunk.
Port # Trunk port number for this trunk.
Port Type Device type for this trunk. (i.e. — ISDN Trunk)

Port Status

Current status of this trunk. (i.e. — Normal, Plug Out)

Call Status

Call status on this trunk. (i.e. — Idle, Connected)

Duration

Time this trunk has been in this status.

Phone Number

Outbound calls: Number dialed by internal user.

Inbound calls: Caller ID received for this call.

Description

Brief description of call activity. (i.e. - > G:521 represents that

this is an incoming call ringing group 521)

-

Description
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Trunk Port Status by Call Time

The Trunk Port Status by Call Time monitor is used to track call activity for a specific range of
trunks that have been connected for longer than a specific period of time.

Enter the range of trunk ports and select the duration of the trunk port, and click [Start].

-

& Trunk Port Status by call Time =
Fort:i?ooi ~ :7049 \ Duration :|> 1 sec 'l Interval :IS sec 'I Stop |
Port Detail
Number | Port # | Port Type | Port Status | Call Status | Duration Phone Number Description
1 7023 ISDN Trunk Normal Ring Back 0:00:02 18007377008 --> G:5002
Column Description
Number Record identifier for this trunk.
Port # Trunk port number for this trunk.
Port Type Device type for this trunk. (i.e. — ISDN Trunk)
Port Status Current status of this trunk. (i.e. — Normal, Plug Out)
Call Status Call status on this trunk. (i.e. — Idle, Connected)
Duration Time this trunk has been in this status.
Phone Number Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.
Description Brief description of call activity. (i.e. - > G:521 represents that
this is an incoming call ringing group 521)
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Station Monitoring

This function is used for monitoring the status of stations in the phone system.

Station Group Status

The Station Group Status monitor is used to track call volume status for all station groups in
the phone system.

Click [Start] from the execution options to start the monitoring.

& station Group Status

-
|

Interval :I 5 sec 'I | Stop |

Summary
e Lines Out of - : .

Total Groups Total Lines ! Svcu Lines Avail. Agents Busy In Trys Qut Trys Busy Ratio | Calls to Group
3 18 1 17 2 1 1 11.8% 1
Group Detail
G Lif Out of A . : Calls t

TP | Group Name | Total Lines | o o' | Lines Avail. | Agents Busy | In Trys OutTrys | Busy Ratia S
Number Svc Group
5000 1 0 1 1 1 0 100.0% 1
5004 1 0 1 i] 0 0 0.0% i]
5026 1 0 1 0 0 0 0.0% 0

- Values in the 'Total Summary’ table can be different from the values in the 'Group Detail' table because a line may belong to several groups

at the same time,

Column

Description

Total Groups

Total number of station groups in the phone system.

Group Number

Station group number of current record.

Group Name

Name associated with this station group (if assigned).

Total Lines

Total number of lines (stations) in this station group.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Agents Busy

Number of busy station group agents (stations).

In Trys Number of inbound call attempts.
Out Trys Number of outbound call attempts.
Busy Ratio Ratio of busy lines to total lines available.

Calls to Group

Number of incoming calls to a group.
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Station Port Status by Group

The Station Port Status by Group monitor is used to track call activity for all stations in a
specific station group.

Select a group from the execution options and click [Start].

& station Port Status by Group -

Interval i[5 sec 3] Group:fsoze 5] | stop |

Summary
Total Lines | Lines Out of Svc| Lines Avail. | Agents Busy | In Trys _ Out Trys Busy Ratio | Calls to Group
1 0 1 0 0 0 0.0% 0
Port Detail
Nurnber Port # PortType | PortStatus | Call Status | Duration Phone Number | Description
1 2501 Analog Station Normal | Idle 0
Column Description
Total Lines Total number of lines (stations) in this station group.
Lines Out of Svc. Number of lines in an error condition.
Lines Avail. Number of lines ready for use.
Agents Busy Number of busy station group agents (stations).
In Trys Number of inbound call attempts.
Out Trys Number of outbound call attempts.
Busy Ratio Ratio of busy lines to total lines available.
Calls to Group Number of incoming calls to a group.
Number Record identifier for this station.
Port # Station port number for this station.
Port Type Device type for this station. (i.e. — Digital Station)
Port Status Current status of this station. (i.e. — Normal, Plug Out)
Call Status Call status on this station. (i.e. — Idle, Connected)
Duration Time this station has been in this status.
Phone Number Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.
Description Brief description of call activity. (i.e. - € G:549 represents that
this is an outgoing internal call to group 549)
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Station Port Status

The Station Port Status monitor is used to track call activity for a specific range of stations.

Enter the range of station ports in the execution options and click [Start].

& station Port Status

-

Fnrt:izoﬂl :m42005 | Interval :IS sec 'I . Stop |

Port Detail
Number Port # Port Type Port Status Call Status Duration Phone Number Description
1 2001 Digital Station Normal Idle 1}
2 2002 Digital Station Plug Out Idle a
3 2003 Digital Station Plug Out Idle 0
4 2004 Digital Station Forward Idle a
S 2005 Digital Station MNormal Idle 1]
Column Description

Number Record identifier for this station.

Port # Station port number for this station.

Port Type Device type for this station. (i.e. — Digital Station)

Port Status

Current status of this station. (i.e. — Normal, Plug Out)

Call Status

Call status on this station. (i.e. — Idle, Connected)

Duration

Time this station has been in this status.

Phone Number

Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.

Description

Brief description of call activity. (i.e. - €< G:549 represents that
this is an outgoing internal call to group 549)
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Station Port Status by Call Time

The Station Port Status by Call Time monitor is used to track call activity for a specific range
of stations that have been connected for longer than a specific period of time.

Enter the range of station ports and select the duration of the station port, and click [Start].

& station Port Status by Call Time =
Port{2001 |~ [2005 | Duration > 1sec 5] Interval fSsec =] | Stop |
Port Detail
Number | Port # | Port Type | Port Status | Call Status | Duration Phone Number Description
1 | 2001 | Digital Station | Normal Busy (In} | 0:00:06 2201
2 2004 Digital Station Farward Ringing 0:00:01 2005
3 2005 Digital Station Normal Ring Back | 0:00:01 2004
Column Description
Number Record identifier for this station.
Port # Station port number for this station.
Port Type Device type for this station. (i.e. — Digital Station)
Port Status Current status of this station. (i.e. — Normal, Plug Out)
Call Status Call status on this station. (i.e. — Idle, Connected)
Duration Time this station has been in this status.
Phone Number Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.
Description Brief description of call activity. (i.e. - € G:549 represents that
this is an outgoing internal call to group 549)
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UCD Monitoring

This function is used for monitoring the status of UCD groups and agents in the phone system.

UCD Group Call Status

The UCD Group Call Status monitor is used to track call volume information for all UCD
groups in the phone system.

Click [Start] from the execution options to start the monitoring.

& ucD Group call Status =
Interval S sec =] [ Stop |
Summary
Calls Ans Calls to Group Call
Total Groups Agents Logged In Inbd Answers |Calls In Queue Calls to Group e 2
Answered Grp Ans Ratio
3 S 1 1 0 1 0 0.0%
Group Detail
Group Inbd Calls In Calls Calls to Ans Calls to | Group Call
Group Name Agents Logged In ;
Number P 9 99 Answers Queue Answered Group Grp Ans Ratio
5001 CUST SvC S 4 1 0 0 0 0 1]
5002 TECH SUPPT S 4 1 1 0 1 0 0.0%
5003 5 S 3 1] 0 0 0 1]

- Values in the 'Total Summary’ table can be different from the values in the 'Group Detail' table because an agent may belong to several

groups at the same time,

Column

Description

Total Groups

Total number of station groups in the phone system.

Group Number

Station group number of current record.

Group Name

Name associated with this station group (if assigned).

Agents

Number of agents in this UCD group.

Logged In

Number of agents currently logged in to the UCD group.

Inbd Answers

Number of inbound calls currently ringing an agent.

Calls In Queue

Number of calls waiting to be answered by an agent.

Calls Answered

Number of inbound calls currently speaking to an agent.

Calls to Group

Number of ringing calls directed to the UCD group.

Ans Calls to Grp

Number of connected calls directed to UCD group.

Group Call Answer Ratio

Ratio of answered group calls to total inbound calls.
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UCD Group Login Status

The UCD Group Login Status monitor is used to track agent busy and login status for all UCD
groups in the phone system.

Click [Start] from the execution options.

& ucD Group Login Status -

Interval :I 5 sec "I Stop |

Summary
Total Groups Agents Logged In Logged Out Agents Busy Busy Ratio
3 5 4 1 0 0.0%

Group Detail

Group Number Group Name Agents Logged In Logged Out Agents Busy Busy Ratio
5001 . CUST sSvC [ s . 4 . 1 0 0.0%
sooz TECH SUPPT S 4 1 o 0.0%
S003 S 5 1} 0 ‘ 0.0%

- Malues in the 'Total Summary' table can be different from the values in the 'Group Detail’ table because an agent may belong to several
groups at the same time,

Column Description
Total Groups Total number of station groups in the phone system.
Group Number Station group number of current record.
Group Name Name associated with this station group (if assigned).
Agents Number of agents in this UCD group.
Logged In Number of agents currently logged in to the UCD group.
Logged Out Number of agents logged out
Agents Busy Number of agents busy.
Busy Ratio Ratio of busy agents to agents logged in.
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UCD Agent Status

The UCD Agent Status monitor is used to track call activity for all agents in a specific UCD

group. The Agent Detail section is color coded to provide at-a-glance status information for all

agents.

Choose a UCD group and click [Start] from the execution options. To hide agents that are
logged out or whose phones are unplugged uncheck the ‘Show Plug Out / Log Out’ checkbox.

& uUCD Agent Status =
[ show Plug/Log Out  Interval {10 sec =] Group:[s001 %] Start
Summary
Group Number Group Name Agents Logged In Logged Out Agents Busy Busy Ratio
5001 5 4 1 0 0.0%
Agent Detail
Number Port # Port Status Agent PIN Agent Name Agent State Call Status Duration Phone Number
1 2001 Forward 6257 Log In Idle 1]
2 2004 Forward Lag In 1dle 0
3 2005 Normal 6256 Log In 1dle 0
4 2201 Forward Log In 1dle a
Ringing [ Connected In | Connected Out - on Hold -
Wrap Up ABW DND | tog out [
Column Description

Group Number

Group number for this UCD group.

Group Name

Name associated with this station group (if assigned).

Agents Number of agents in this UCD group.
Logged In Number of agents currently logged in to the UCD group.
Logged Out Number of agents logged out

Agents Busy

Number of agents busy.

Busy Ratio Ratio of busy agents to agents logged in.
Number Record identifier for this station.
Port # Station port number for this station.

Port Status

Current status of this station. (i.e. — Normal, Plug Out)

Agent PIN

PIN number that this agent logged in with (if any).

Agent Name

Name associated with this station or, if set, this PIN number.

Agent State

Current status of this agent. (i.e. — Log In, Wrap Up)

Call Status

Call status on this station. (i.e. — Idle, Connected)

Duration

Time this station has been in this status.

Phone Number

Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.
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I UCD Overall Agent Status

The UCD Overall Agent Status monitor is used to track call activity for all agents in all UCD
groups. The Agent Detail section is color coded to provide at-a-glance status information for
all agents.

Click [Start] from the execution options.

& ucD Overall Agent Status B

Interval :I 10 sec 'I | sStart |

: : Summarv - -
Total Groups | Agents | Logged In | Logged Out | Agents Busy | Busy Ratio
4 | 5 4 | 1 0 | 0.0%
) ) i ngent_DetaII ) i )
rane Group Name Port # Port Status Agent PIN | Agent Name | Agent State | Call Status Duration Enens
Mumber | | | | | | Number
2001 | Forward 6257 | | Log In | Idle cl_
| 2004 | Farward - | - | Log In | Idle U_
S001 [ 2005 | Normal 6256 | | Lag In | Idle D.
2201 Forward - = Lag In 1dle a
2001 Forward 6257 Log In 1dle a
S002
Column Description
Total Groups Total number of UCD groups in the phone system.
Agents Number of unique agents among all UCD groups.
Logged In Number of unique agents currently logged in to UCD groups.
Logged Out Number of unique agents logged out.
Agents Busy Number of unique agents busy.
Busy Ratio Ratio of busy agents to agents logged in.
Group Number Group number for this UCD group.
Group Name Name associated with this station group (if assigned).
Port # Station port number for this station.
Port Status Current status of this station. (i.e. — Normal, Plug Out)
Agent PIN PIN number that this agent logged in with (if any).
Agent Name Name associated with this station or, if set, this PIN number.
Agent State Current status of this agent. (i.e. — Log In, Wrap Up)
Call Status Call status on this station. (i.e. — Idle, Connected)
Duration Time this station has been in this status.
Phone Number Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.
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Miscellaneous

This function is used for monitoring miscellaneous ports in the phone system.

Operator Group Status

The Operator Group Status monitor is used to track call activity to the phone system’s operator
group.

Click [Start] from the execution options to start the monitoring.

& oOperator Group Status =

-Ring Plan: 1 -Group : 5000 Interval :|5 sec -I | Stop

Summary
Total Lines Lines Out of Svc Lines Avail. Inbd Answers Calls In Queue | Calls Answered Ans Ratio Calls to Group
1 0 1 1 0 0 0.0% 1
Port Detail
Nurnber Port # Port Type Port Status Call Status Duration Phone Number Description
1 2001 Digital Station Normal Ringing 0:00:02 2201 --> G:5000
Column Description
Ring Plan This is the ring plan that the system is currently operating in.
Group This is the group number of the operator group in the system.
Total Lines Total number of lines (stations) in the operator group.

Lines Out of Svc. Number of lines in an error condition.

Lines Avail. Number of lines ready for use.

Inbd Answers Number of inbound calls currently ringing the operator group.

Calls In Queue

Number of calls waiting to be answered by the operator group.

Calls Answered

Number of inbound calls currently speaking to an operator.

Ans Ratio

Ratio of answered group calls to total inbound calls.

Calls to Group

Number of ringing calls directed to the operator group.

Number Record identifier for this station.
Port # Station port number for this station.
Port Type Device type for this station. (i.e. — Digital Station)

Port Status

Current status of this station. (i.e. — Normal, Plug Out)

Call Status

Call status on this station. (i.e. — Idle, Connected)

Duration

Time this station has been in this status.

Phone Number

Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.

Description

Brief description of call activity.
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VM/AA Group Status

The VM / AA Group Status monitor is used to track call activity to all voicemail and
automated attendant groups in the phone system.

Click [Start] from the execution options.

& vM/AA Group Status

Total Groups Total Lines
2 12

Group Number| Total Lines
s028 8
5029 4

-

Interval :Is sec 'I Stop

Summary
: f Il
Hiies Olitio Lines Avail, | Inbd Answers Calls In Queue cals Ans Ratio | Calls to Group
Sve Answered
1] 12 1 0 1 100.0% 1
Group Detail
i f Il :
ShCT Lines Avail, | Inbd Answers Calls In Queue e Ans Ratio | Calls to Group
Sve Answered
0 8 i} 1] u] 0 i}
1] 4 1 1] 1 100.0% 1

- Values in the 'Total Summary' table can be different from the values in the 'Group Detail' table because a line may belong to several groups

at the same time.

Column

Description

Total Groups

Total number of voicemail and automated attendant groups in the
phone system.

Group Number

VM / AA group number of current record.

Total Lines

Total number of lines (extensions) in the VM / AA group.

Lines Out of Svc.

Number of lines in an error condition.

Lines Avail.

Number of lines ready for use.

Inbd Answers

Number of inbound calls currently ringing the VM / AA group.

Calls In Queue

Number of calls waiting to be answered by the VM / AA group.

Calls Answered

Number of inbound calls currently connected to a voicemail or
automated attendant port.

Ans Ratio

Ratio of answered group calls to total inbound calls.

Calls to Group

Number of ringing calls directed to the VM / AA group.
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VM/AA Group Port Status

The VM / AA Group Port Status monitor is used to track call activity to a specific voicemail or
automated attendant group.

Select a group from the execution options and click [Start].

& VvM/AA Group Port Status F ]
Interval :[5 sec 5] Group:[s029 5] [ stop
Summary
Total Lines Lines Out of Svc Lines Avail, Inbd Answers Calls In Queue | Calls Answered Ans Ratio Calls to Group
4 0 4 0 1 0 0 0
Port Detail
Number Port # Port Type Port Status Call Status Duration Phone Number Description
1 2034 Voice Mail Normal Ringing 0 2201 --> G:5029
2 2035 Voice Mail Normal Idle 0
3 2036 Voice Mail Normal Idle 1]
4 2033 Voice Mail Normal Idle a
Column Description
Total Lines Total number of lines (extensions) in the VM / AA group.

Lines Out of Svc. Number of lines in an error condition.

Lines Avail. Number of lines ready for use.

Inbd Answers

Number of inbound calls currently ringing the VM / AA group.

Calls In Queue

Number of calls waiting to be answered by the VM / AA group.

Calls Answered

Number of inbound calls currently connected to a voicemail or
automated attendant port.

Ans Ratio

Ratio of answered group calls to total inbound calls.

Calls to Group

Number of ringing calls directed to the VM / AA group.

Number Record identifier for this station.
Port # Extension port number for this VM / AA port.
Port Type Device type for this VM / AA port. (i.e. — Voice Mail)

Port Status

Current status of this VM / AA port. (i.e. — Normal, Plug Out)

Call Status

Call status on this VM / AA port. (i.e. — Idle, Connected)

Duration

Time this VM / AA port has been in this status.

Phone Number

Outbound calls: Number dialed by internal user.
Inbound calls: Caller ID received for this call.

Description

Brief description of call activity.
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Wallboard

This function simulates a hardware readerboard, and provides status information on trunks and
UCD groups. Clicking the New Page icon for a wallboard window will display a readerboard

style window as shown below.

;_I:ICD Group : EBDE[TEEH SIJPPT_'_I- Miciozoft Internet Explorer

UCD Agants | uco Logged 1n

Overall Data

| UCD Logged
Qut

1 UCD Agants | UL Bus

| UCD Calls In
Busy Ratio (%)

| UCD Longaest
QJuaue

1 LSO Longest
Talk Time

Walt Time

The Overall Data wallboard is used to track all call activity to trunks, UCD groups, and UCD
agents in one centralized window. Fields displayed can be customized from the 'Configuration-
>Personalize->Configure Wallboard' menu.

Click [Start] from the execution options.

& overall Data

| §

Interval :|10 sec'il Start l

- Trunk Busy
. “ Trunk Busy Ratio {%)
. *UCD Logged In

- UCD calls In Queue

Hnormal Minar

*Trunk In Trys

Trunk Calls to Group u]
11 *UCD Agents Busy 4
- UCD Longest Wait Time o

lMeJor

= Go to "Configuration - > Personalize -> Set Wallboard' to set wallboard content and thresholds,

Column

Description

Trunk Total Lines

Total number of lines (trunks).

Trunk Lines Out of Svc.

Number of lines in an error conditions.

Trunk Lines Avail.

Number of lines available for use.

Trunk Agents Busy

Number of busy agents (trunks).

Trunk In Trys

Number of inbound call attempts.

Trunk Out Trys

Number of outbound call attempts.

Trunk Busy Ratio

Ratio of busy trunks to trunks available.

Trunk Calls to Group

Number of inbound calls directed to a group.

Trunk Longest Call Time

Longest call time for calls currently connected.

UCD Agents

Total number of UCD agents in the group.

UCD Logged In

Number of UCD agents currently logged in.

UCD Logged Out

Number of UCD agents logged out of the group.

UCD Agents Busy

Number of UCD agents busy.
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Column

Description

UCD Busy Ratio

Ratio of busy agents to free agents.

UCD Inbd Answers

Number of calls connected to the UCD group.

UCD Calls In Queue

Number of calls queued to the UCD group.

UCD Calls Answered

Number of calls answered by UCD agents.

UCD Calls to Group

Number of calls directed to the UCD group.

UCD Ans Calls to Grp

Number of answered calls directed to a UCD group.

UCD Group Call Ans Ratio

Ratio of calls answered to calls offered to group.

UCD Longest Talk Time

Longest talk time for calls currently connected.

UCD Longest Wait Time

Longest wait time for calls currently in queue.

UCD Longest Wait Time Today

Longest wait time out of all calls in the current day

UCD Answered Calls Today

Total number of calls anwered in the current day

UCD Abandoned Calls Today

Total number of calls abandoned in the current day

Trunk Data by Group

The Trunk Data by Group wallboard is used to track all call activity for a specific trunk group.
The trunk portion of the 'Configuration->Personalize->Configure Wallboard’ page determines

the fields displayed.

Click [Start] from the execution options.

& Trunk Data by Group =
Interval 10 sec |5 Group:soo 5] [ start
Trunk Busy Trunk In Trys -
Trunk Busy Ratio (%) “Trunk Calls to Group i}
Bnormal Minar Brzior
- Go to "Configuration -»> Personalize -» Set Wallboard' to set wallboard content and thresholds.
Column Description
Trunk Total Lines Total number of lines (trunks).
Trunk Lines Out of Svc. Number of lines in an error conditions.
Trunk Lines Avail. Number of lines available for use.
Trunk Agents Busy Number of busy agents (trunks).
Trunk In Trys Number of inbound call attempts.
Trunk Out Trys Number of outbound call attempts.
Trunk Busy Ratio Ratio of busy trunks to trunks available.
Trunk Calls to Group Number of inbound calls directed to a group.
Trunk Longest Call Time Longest call time for calls currently connected.
© SAMSUNG Telecommunications America, L.P. 133



UCD Data by Group

The UCD Data by Group wallboard is used to track all call activity for a speciufic UCD group.
The UCD portion of the ‘Configuration->Personalize->Set Wallboard’ page determines the

fields displayed.

Click [Start] from the execution options.

& uUcD Data by Group

UCD Logged In

ucCD calls In Queue

BNorrnal Minor

Gruup:lm Start

Interval i 10 sec

= UCD Agents Busy 3

o UCD Longest Wait Time o

.M-E-JUr

- Go to 'Configuration -> Personalize -> Set Wallboard' to set wallboard content and thresholds.

Column

Description

UCD Agents

Total number of UCD agents in the group.

UCD Logged In

Number of UCD agents currently logged in.

UCD Logged Out

Number of UCD agents logged out of the group.

UCD Agents Busy

Number of UCD agents busy.

UCD Busy Ratio

Ratio of busy agents to free agents.

UCD Inbd Answers

Number of calls connected to the UCD group.

UCD Calls In Queue

Number of calls queued to the UCD group.

UCD Calls Answered

Number of calls answered by UCD agents.

UCD Calls to Group

Number of calls directed to the UCD group.

UCD Ans Calls to Grp

Number of answered calls directed to a UCD group.

UCD Group Call Ans Ratio

Ratio of calls answered to calls offered to group.

UCD Longest Talk Time

Longest talk time for calls currently connected.

UCD Longest Wait Time

Longest wait time for calls currently in queue.

UCD Longest Wait Time Today

Longest wait time out of all calls in the current day

UCD Answered Calls Today

Total number of calls anwered in the current day

UCD Abandoned Calls Today

Total number of calls abandoned in the current day
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CHAPTER 6. Scheduled Reports

This chapter describes the scheduled reporting functions of the OfficeServ DataView Web application.
Scheduled reports include specific trunk reports and UCD reports selected by the user. Refer to ‘Chapter 4.
Statistics’ for descriptions of report items.

Scheduled Report Window Layout

The general layout of a scheduled report window is shown below:

. Item Title
Page Title Creati*w Date
Dally Trunk Report
. < | Period : 7/11/2005 00:00 - 7/11/2005 23:45 | | Creation Date : 7/11/2005 23:58 |
a1y | Max | Seize | Seize . . Avg | Avg | Seme
Total | Faul Fall | Call (Pickup|R ed| S Call Call | Traffic
sum Tme | Toe | Line | Lic E;: Tq?: Sg:: cut | Cut | ot | Cut | Tame | Tome i.;‘”; fi 2:;: Ratio |(Erlang)
Sum 313| 23] oo 11| 716] 73] 3] =73 0 11]61.0809[33:29:26]0.05:09]00330] 99.6%| 80.0%| 25741
) ”}J‘]’%;U” 33| 23 of 2 o o o o oo 0 of o o o o of o
Detailed
<— 0200 313 23 0 2 0 0 0 0 0| 0 0 0 0 0 0 0 0
Results 0300 313 23 of 2 o of o o o 0 0 0 of o 0 0 0
Page Title
This is the title of the current report: Daily Trunk Report, Daily UCD Report, Weekly Trunk
Report, Weekly UCD Report, Monthly Trunk Report, or Monthly UCD Report.
Period

This section of the window displays the time period that this report was created for.

Creation Date
This section of the window displays the time and date that the current daily, weekly, or
monthly report was created.
Item Title
This section displays the title of each table. Configuration of the tables to display is discussed
in the ‘Report Scheduling’ section of ‘Chapter 3. OfficeServ DataView Menus’.
Summary Data

This section of the window displays the summary of each detailed data item.
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Detailed Data

This section of the window displays detailed results for the selected sub-menu.
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CHAPTER 7. Troubleshooting

This chapter provides information on problems that may occur during the installation and operation of OfficeServ
DataView, and describes proper actions to resolve each problem.

ODBC Version Error

Symptom
An error message related to ODBC(Open Database Connectivity) appears on the window.

Cause

In order to use the OfficeServ DataView program with MDB, the version of Microsoft Access
Driver(*.mdb) must be 4.0 or later. Although the Microsoft Access Driver 4.0 for ODBC is
automatically installed during the installation of OfficeServ DataView, the driver may not have
been automatically installed on certain PC configurations.

Resolution

Connect to the Microsoft site and download the latest version of Microsoft Jet Driver. Install
the driver on the PC and restart the OfficeServ DataView program.
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| cannot open the monitoring pages!

Symptom

Upon selecting any of the monitors the following error may appear:

Server object error 'ASP 0178 : 80070005'

Server.CreateObject Access Error

The call to Server.CreateObject failed while checking permissions. Access is denied to this object.

Cause

The authenticated user for the Visual Basic (VB) run-time file (Msvbvm60.dll) does not have
sufficient permissions. The authenticated user is the IUSR_computername account when using
anonymous access, or the user that is authenticated with the Web page if other access methods

are used.

Resolution

Click [Start] and select [Settings] = [Control Panel] = [Administrative Tools] = [Internet

Service Manager].

Expand [Default Web Site] folder and right click [DataView] web application.

| Action

~=1olx]

vew & = | Am|FRDB (28]

Tree | [ Description

| Host Header Name

' Intemet Information Services i Defauit FTP Site

- B F 0057} o Defaull Web Site
&) Default FTP Site
= @ Default Web Site

(g Seripts

3] 1S Admin

1SS amples

MSADC

lISHelp

(g} Printers
= g EaspSet
& Em_gwg

@00 aspne. o
-] aspne

FEEEE

| 1P Addres:
* All Unass
* Al Unass

\Dpens property sheet for the current selection.

Select the [Properties] option.
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This will open the [DataView Properties] dialog.

{Dala\'iew Properties
i

Set the [Application Protection] option as ‘Low (I1S Process)’.
Click [OK].
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| cannot save the Scheduled Report options!

Symptom

Upon making any changes to the [Configure Daily/Weekly/Monthly Report] pages options are
reset to the defaults.

Cause

The IUSR_computername account does not have sufficient permissions to access the report
configuration INI file, or the configuration file was set to read only upon installation of
OfficeServ DataView.

Resolution

Open the Windows Explorer, and open the [DataView] folder under the [OfficeServ
DataView] program folder. The default installation location is ‘C:\Program Files\Samsung
Electronics\".

Select the [ScheduledReport] folder and click the rlght mouse button.
£x C:\Program Files\Samsung Electionics\OfficeServ DataView\DataView\mntTrk =18l x|
File Edit View Favoites Tools Help -‘ﬁ
Back + = - (2] | @ Search | Faders <F | B W X o | -

Address [ ] C:\Program Files\S amsung Electronics\OfficeServ D ataView\D ataView\mniT tk | @Go |v3 W
Tk x | [ Name | Size | Type

] common 41| E) wunkGroup.asp 11KB ASP File

3 controls
I 1 images
= R
i 2 Login
2 mntMise
i _J mntStn
i 3 mntTik
S
(2 mntwBD
i 3@
() Sta Explore
- sta Open

() sta Search..
(1 sta

) Ter "M

) Col SendTo
1 Ma
-1 Mdac2) O
al1soL | FoR
=2 Re: Delete
1" Rename

L) OfficeSen

F‘_
L0 o1

| 5Cios [IESEEE

»

: &0 Log J& Virus Scan(a)

»

I8 object(s) Disk free space: 29.3 G AT - S|

|

_1 trunkGroupNew. asp
u tiunkPortGroup. asp
U trunkPortGroupNe. ..
u trunkPortScope.asp
Z] tunkPortScopeNe. .
U trunkPortTime. asp
u trunkPortTimeNew...

10KB
16KB
16KE
13KB
12Ke
14KE
13KB

ASP File
ASP File
ASP File
ASP File
ASP File
ASP File
ASP File

[102Ke
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Select [Properties] option. This will open the [Scheduled Report Properties] window.

I ScheduledReport Properties

g

[ | |
If the “‘Read-only attribute’ is set, clear it.

Select the [Security] tab.

I ScheduledReport Properties

s (LVDOOST1 \Adrini
€7 CREATOR DWNER

m Power Users [LV000571\Power Users)

Add ‘“Internet Guest Account’” (IUSR_computername) and give ‘Full Control’ to that account.
Click [OK].
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Select ‘Day’, ‘Week’, “Month’ folders and the ‘schedule.ini’ file in the [ScheduledReport]
folder and click the right mouse button.

schedule. inp e

{
--

Properties

Select the [Properties] option.
Confirm that the ‘Read-only’ attribute is not set.

=

schedule.ini, ... Properties
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| cannot add/delete/modify accounts!

Symptom

When trying to add / modify / delete users when OfficeServ DataView is in the Microsoft
Access configuration, the following error may be displayed:

Microsoft JET Database Engine (0x80004005)

Operation must use an updateable query.

filename, line number

Cause

The IUSR_computername account does not have sufficient permissions to access the database
file.

Resolution

Open the Windows Explorer, and open the [DB] folder under the [OfficeServ DataView]
program folder. The default installation location is ‘C:\Program Files\Samsung Electronics\’.
Click the right mouse button and choose Properties.

lnjx]
Fle Edt View Favoitss Took Help E
S Back ~ = - (] | QSearch | Folders 14 | M6 W X o | E-
Address I;I C:\Program Files\S amsung Electronics\OfficeServ DataView j o Go |V3 ¥~
Folders X || Name ‘ | Size | Type
("] DfficeUpdate11 A L:I DataView File Folder
i ] Outlock Express ‘T] DB File Folder
@] RealvNC CLog File Folder
" B Samsung Electronics () Mdac27tmp File Folder
@1 OfficeSery Cal CasaL File Folder
| B3 OfficeServ DatavView E] Config.dll 52KB Application Extension
i B DataView fDVMonitor.exe 440KB  Application
e O . [%] 14PReg.dI 96KE Application Extension
[ B0 [ Epond T (2] ini 44KB  Application Extension
i 1M Ezplore @ ManSOL.dil S6KB Application Extension
" m1sl Open @l 0DVLogo.avi 63KB Video Clip
] Office. Search... [] 055plash.di 483KE  Application Extension
: ®-_] Office $ EUSView.exe 408 KB Application
- 1 Dffice = 5 Pad ,%USViewCunWA.dll 116 KB  Application Extension
] Office \td Schedule.exe 124 KB Application
i@ j Dffice I Vitus Scanlh) Ekraffic,exe 724KB  Application
@ 5P SendTo  »
R SolaWine =
-0 svMiBact Copy
@0 TechSmil S
() Uninstall | Delete T
.= ) Windows  Rename
&0 Windows
8 00 Windows IR
) winZip
i | L RECYCLER b | K1 | ]
116 object(s) (Disk free space: 29.3 GB) |255MB [@, My Computer 7
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This will display the [DB Properties] window.

DB Properties

s (LVDOOST1 \Adrini
€7 CREATOR DWNER

€7 Power Users (LVO00571

Select [Security] tab and give full control to the Users group.
Click [OK].
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| cannot save [Personalize] configurations!

Symptom

When trying to save Personalize options, such as Skin, the following error may be displayed if
OfficeServ DataView is using the Microsoft Access configuration:

Microsoft JET Database Engine (0x80004005)

Operation must use an updateable query.

filename, line number

Cause

The IUSR_computername account does not have sufficient permissions to access database file.

Resolution

Open the Windows Explorer, and open the [DB] folder under the [OfficeServ DataView]

program folder. The default installation location is ‘C:\Program Files\Samsung Electronics\’.

Click the right mouse button and choose Properties.

_ioix|
File Edit View Favoites Tools Help ‘i
GiBack + = - (1] | QSearch | Foders (4| M5 B X | FE-

Address |;I C:\Program Files\5 amsung Electronics\OfficeServ DataView :] @ Go |V3 % -
Folders X | [ Mame - | Size | Type

o) 4:| DfficelUpdate11 _:] L_:I DataView File Folder
i ] Outlock Express ‘%] DB File Folder
-] RealVNC CLeg File Folder
i 2 ¢:| Samsung Electronics L‘J Mdac27tmp File Folder
@] OfficeSery Cal CisaL File Folder
| B OfficeSery Dataview 3] Config.d 52KB  Application Extension
H #-1 DataView IE DVMonitor, exe 440KB  Application
&0 |*] 15PReg.dll 96 KB  Application Extension
R E- e l_‘é_] ini.dl 44KB  Application Extension
_‘_] M Explore E] ManSQL.dil 56KB Application Extension
® (15 Open @ 0DVLogo.avi B3KE Video Clip
() Office. Search.. E] 0SSplash.dil 488KB Application Extension
- @1 Office Bl 05View.exe 408KB  Application
: ®-1 Office s |Pad %IDSViewCunWA.dII 116 KE  Application Extension
] Office \td Schedule.exe 124 KB Application
i@ j Difice I Vitus Scanlh) B vaffic.exe 724KB  Application
@ 5P SendTo  »
- ©00 Solaiine ol
-0 svMiBack
653 Techsmil IO
; | ] Uninstall | Delete =
- @) Windows  Rename
A oo
(R | Windnws
{1 winZip
") RECYIMLER x| L« | i |
116 object(s) (Disk free space: 29.3 GB) |255MB A\ My Computer 7
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This will display the [DB Properties] window.

DB Properties

Administrators (LY000571\Admini
€7} CREATOR OWNER

Power Users [LV000571\Power Users)

Select [Security] tab and give full control to the Users group.
Click [OK].
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| cannot save the exported excel report!

Symptom

When exporting a report into excel, it is opened in the internet explorer browser window
without any menu or toolbar.

Cause
The system ifs  configured to open “XLS’ files in a browser window.

Resolution

Open the Windows Explorer and select [Tools] = [Folder Options...].
Select the [File Types] tab then select [XLS] from the [Registered file types] list and click the
[Advanced] button

Folder Options

Microsoft Office Excel XLL Add-In
Microsoft Excel 4.0 Macro
Micr sheet
... Microsoft Office Excel HTML Document
... EXCELMHTMLFILE

© SAMSUNG Telecommunications America, L.P. 147



DataView shows that a trunk is busy, but it is not!

Symptom
When you monitor stations, agents, or trunks DataView may show a call on the device, but the
device is actually idle.

Cause

This “stuck call” issue can occur is a TAPI event is lost between the OfficeServ phone switch
and OfficeServ Link, or between OfficeServ Link and DataView. These lost events can be due
to extremely high network traffic or extremely high call volume through the switch.

Resolution

There are two ways to sovle a stuck call issue. One is to reset all DataView modules. This
forces DataView to download the status of all ports again and will clear any stuck calls. This is
considered a fairly severe step to resovle the issue.

The second method is to use the Data Collector’s port reset feature. To access this feature open
the About box of Collector, the you will see this dialog:

OfficeSery Datavisye Collectar
L | ,
ersion 1.1.0.2 [0t 15, 2005]

Copyright Eé)_2DDS Samsung Electronics Co., Ltd.

Click the [Reset] button, then Port Reset dialog will appeatr.

Fort Reset x|

—Port Reset

Saitch Mo | |
Rezet

Port Mo (Tel bio) | 2001

—dutomatic Sall and Time Reset Option

Ws Time | 0 Wiry

| G | | Cancel |

Enter the extension or trunk number of the stuck line and click the [Reset] button.

The Automatic Call and Time Reset Option can be used to automatically clear any calls with a
time greater than the Max Time specified. It is recommended that this value be left at the
default (0) to disable this functionality.
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I ANNEX A. Abbreviations

A

AA

C

CID
COM
CPU

DB
DID
DND
DOD

LED

NetBIOS
NTFS

MDB
MMC

ODBC
(ON)

Automated Attendant

Caller Identification
Component Object Model
Central Processing Unit

Database

Direct Inward Dialing
Do Not Disturb

Direct Outward Dialing

Identification
Internet Information Service
Internet Protocol

Light Emitting Diode

Network Basic Input Output System

New Technology File System

Microsoft Database
Man Machine Command

Open Database Connectivity
Operating System
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SQL
T

TCP/IP
U

ucD

ul

UNC
V

VM

Structured Query Language

Transmission Control Protocol / Internet Protocol

Uniform Call Distribution
User Interface
Universal Naming Convention

Voice Mail
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