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About This Guide

This section describes the purpose, audience, organization, and conventions that are used in
this IPECS Analytics Customer Guide.

Your actual display screens may be slightly different than what was displayed in this
manual depending on the OS (Operating System) and other factors. All
information in this guide is subject to change without prior notice.

This guide introduces iIPECS Analytics and explains how to install and use the IPECS Analytics
perfectly. The figures and screen images used in this guide may be changed without notice.

This guide provides user-related information intended for users of the IPECS Analytics.

Document Organization

This guide consists of two chapters and appendices. The title of each chapter (and appendix)
is as follows:

* About This Guide

* Chapter 1 System Overview

* Chapter 2 Menu

* 2.6.2.1Appendix A:Glossary

» 2.6.2.1Appendix B:Useful Information
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This section describes text formatting conventions and important notice formats used in this
guide.

Text formatting
The narrative-text formatting conventions that are used are as follows:

Convention Description

Bold text It may indicate a button, menu item, or dialog box option you can click or select.
Italic text A cross-reference or an important term.

Code text A command prompt.

*(Asterisk) Items or fields marked with an asterisk (*) are required.

Important notice
The following icons and notices are used in this guide to convey important cautions and notes.

A caution statement alerts you to situations that may cause damage to hardware,
software, or data.

A note provides additional explanations, important information, or a reference to the
relative information.

The following guides supplement the information in this guide and can be found on the Ericsson-
LG Enterprise Partner Portal.

iPECS Analytics Customer Guide — Issue 1.1



Chapter 1.

System Overview

11

12

The iPECS Analytics can be used to see the call performance of the company and trend of call
data by logging in with the Customer User account of EMS Portal.

System overview

IPECS Analytics is the system that provides information about statistics and various reports. The
information is analyzed from SMDR & REST API data on iPECS-UCM. iPECS Analytics is the
system that offers various data to see the list of call activities to customer s of EMS who can
access the system.

Guide to Customer Manager Web Portal

This section describes the layout of the Customer Manager Web Portal.

When you logged in to the Customer Manager Web Portal successfully, the following main page
is displayed on your screen.

Menu & Title bar
r Common functions

‘ iPECS Analytics = L o 2]

__________________________________________________

COMPANY SUMMARY Call Summary

Filter 0:00 - 2
Common functions

Key Performance

22,185 11,057 11,12 30 09:00 00:28:31

Total calls Outgoing Incoming Busiest Hour Longest Talk Time

FAVOURITE

Trend Chart (Hourly statistics) - Service Level

Site Summary (TOPS) > Missed

Total Avg. Outgoing  Incomin 9 Total
site Calls Outgoing Incoming Missed Internal Transfer Talk Time Talk Time Talk Time Talk Time

seoul 22,185 11057 11,128 28 0 0 00:00:10 00:00:11 00:00:09 65:21:52

LCM SITE EMG100 2 [} 2 2 0 0 00:00:00 00:00:00 00:00:00 00:00:00

S
|— Filter &Task area
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The main page consists of three main parts: the Left Menu and Title Bar, Top Common
Functions, Filter, and Task Area.

When you click on the menu to the main page, the related sub-page displays on your screen.

121 Common functions
This area is a part that is displayed commonly. It is offered License information, Saving from
screen to PDF file, Moreover, processing the situation about collecting data displays.
* Return to the main page: Allows you to return to the main page from any page by clicking
on iPECS Analytics logo in the upper left corner.
* Menu Toggle (=) button: Use to show or hide the left menu pane by clickingon =.
- -]
* Full Screen (L-J) button: Allows you to expand the task area by clicking on M,
Alternatively, use the keyboard F11 key.
* PDF (ﬂ) button: Use to download the current screen as a PDF file by clicking on ﬂ
* Profile (9) button: Use to show your profile information by clicking on 9 When logged in,
your current account information displays on the right side of the Title Bar.
9 center supervisor 2015
User Manual
Logout
* User Manual : Allows you to choose to open or download the manual.
* Logout button: Allows you to log out from the iPECS Analytics.
122 Menu & Title bar
There are menus, such as the COMPANY SUMMARY, DASHBOARD, REPORTING, DATA
MANAGEMENT, FAVOURITE(Favorite), and SETTINGS.
iPECS Analytics @ Title Bar
COMPANY SUMMARY
| Menau
DASHBOARD
REPORTING
DATA MANAGEMENT
» Title bar: The title of the IPECS Analytics is displayed.
* Menu: When click level 1 menu, unfold level 2/3 all menu.
4 iPECS Analytics Customer Guide — Issue 1.1



1.2.3 Task area

All actions related to each menu are displayed here. Also, all images used are for illustrative
purposes and may be different from actual ones.

The optimum resolution of the user monitor is 1920 X 1080.

1.2.4 Menu List

This Section provides Analytics full menu list information.

Main menu

Sub Menu

Company Summary

Call Summary

Call Details

Dashboard

Company Wallboard

Extension Wallboard

DDI Wallboard

ACD Group Wallboard

Hunt Group Wallboard

Agent Status

Agent Call Summary Wallboard

Group Summary Wallboard

My Dashboard

Reporting

Extension Summary

Extension Call Details

Top 5

Site Summary

DDI Summary

DDI Call Details

Call Response

Missed calls

Unreturned Missed Calls

Unreturned Missed Calls By Caller

Longest Calls

Caller Tolerance

Group Summary

iPECS Analytics Customer Guide — Issue 1.1



Main menu Sub Menu

Call Summary

Activity Time Summary

Activity Time Summary By Date

Availability History

Hourly Report

Daily Report

Weekly Report

Montly Report

Customer Summary

Customer Details

Area

Data Management User Information

User Group Setting

Area Setting

Customer Setting

DDI Setting

Favourite(Favorite)

Settings Schedule Manager

Environment Setting

iIPECS Analytics supports IE, Chrome, Firefox and does not support the IE Edge browser. When
used with Opera, Safari, or IE edge, the window may not display normally.

iPECS Analytics Customer Guide — Issue 1.1



Chapter 2.

Menu

2.1

211

This section describes the meaning of each menu of iPECS Analytics.

Company Summary

This section provides a call summary and details of call activity by date.

The Company Summary menu includes trunk direct calls and internal calls (It does not include
trunk transferred calls and group calls).

The Site Summary(Top 5), User Summary(Top 5) table, call count of each site, or each
extension is updated based on extensions or sites, and it includes trunk transferred call or Ring
Group missed call.

So, the summation call count of all sites or extensions can be different from Key Performance
because the Key Performance call count is only for trunk direct calls and internal calls.

Call Summary
This page shows summary information of company call data. Filter options on the menu include
extension, name, user group, and date.

iPECS Analytics = = &0

COMPANY SUMMARY Call Summary

IHWr . - _‘__o

Key Performance & -

22,185 11,057 11,128 30 09:00 00:28:31

Total calls Outgoing Incoming Missed Busiest Hour Longest Talk Time

FAVOURITE

TTINGS Trend Chart (Hourly statistics) - Service Level - .._0

otal Chart

2000 7 #m o ee

Ty

00

T 100

111 .

2 14 1% 1 20 2

HE%EH

o 0
B ovon I o erpicte

Site Summary (TOPS) > Missed

Avg. Avg.
Total Avg. Qutgoing Incoming Total
site calls Outgoing Incoming Missed Internal Transfer Talk Time Talk Time Talk Time Talk Time
Seoul 2285 11,057 11,128 28 0 0 00:00:10 00:00:11 00:00:09 65:21:52

LCM SITE EMG100 2 o 2 2 [ 0 00:00:00 00:00:00 00:00:00 00:00:00

iPECS Analytics Customer Guide — Issue 1.1 7



1. Apply Filter: Input or select data of condition that you want to filter.

Apply Filte:

Reseller Customer Inquiry target

Q Apply fiters

* Trunk/Extension: Inquire by extension, trunk, or both of them.
* Report Period Type: Inquire by period: 5 minutes, hourly, daily, weekly, and monthly.
* Org. Group: Inquire by option which manager set such as user.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.
» Date: Inquire data by date.

2. Key Performance: It displays summary data of the filtered condition. If you click the Key
Performance, that displays the top5 table.

Key Performance

19 13 6 11 09:00 00:00:33

Total calls Outgoing Incoming Missed Busiest Hour

3. Trend Chart: It displays Total chart, Fail chart, Total time chart, displays detail time of the
volume when click the graph.

Trend Chart(Hourly statistics)

Calls

o

8
Percent

I
i BN 0
(] 01 02 03 04 05 06 o7 (] 09 10 1 12 13 14 15 16 17 18 19 “ 21 22 23

* On the chart, click the red (=) dot to display the Causes of failure.

Cause of failure (15Hour)

Cause of failure Fail

4. Service Level: Display the proportion of completion of inquiry condition.

iPECS Analytics Customer Guide — Issue 1.1



Service Level -

5. Top5 Table: It displays the top 5 data.

2.1.2 Call Details
This page shows detail information about call.

iPECS Analytics C A CN 2]
Call Details
ilter
Trunk/Extension Direction Qrg. Group Extension @
Al «| [w < lan
Ext. Name Number € Call Result call Result Detail &
Al
Talk Time(Sec) Ring Time(Sec) Datey/T
or above or above 201 1723:59
* Addtatavaute || & Reset m
ing 1 " B Showl0rows @
Extension Ext. Name Humber Call Result Call Result Detail Call Start Time Talk Time Call Type
1003 00: Complete 2021-08-17 1438116 00:00:02 Trunk/Outgoing
o0 1002 name complete 20210817 143816 00002 Trunk/incaming
1001 1001 name ] (Before A 2021-0817 1437:58 000000
0a o0 role A 0210817
1 1011 sip com il (€ 20210817 00000
002 100 a | (Bek 20210817 00:00:00
1003 003 complete 20210817 143721 000008
1002 100: complete 2021.0817 143721 000008
1011 1011 sip 3000 Complete 202108-17 14:31:39 00-00:04
10m 1011 sip 3001 Complete 20210817 143125
P st

1. Apply Filter: Input or select data of condition that you want to filter.

* Trunk/Extension: Inquire extension, trunk, or both of them.

» Direction: Inquire outgoing call, incoming call or both of them.

* Org. Group: Inquire by option which manager set such as user.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for

example, 1,2,3-5.
* Ext. Name: Inquire inputted name.
+ Number: Inquire data for caller ID or dialed number.
* Call Result: Inquire all, success call or failure call.

¢ Call Result Detail: Activate when call information is a success call.

» Talk Time(sec): Inquire call information of call time over inputted talk time.

* Ring Time(sec): Inquire ring information of ring time over inputted ring time.

iPECS Analytics Customer Guide — Issue 1.1




Date/Time: Inquire data by date.

2. Table: It displays the filtered data.

Excel download: Allows you to download the data to excel format by clicking the (T )
icon.

Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) ICOﬂ
Set item: Allows you to set items to show or not on the table by clicking the ( @ ) icon.

Call Trace: Allows you to see call list of transferred call by clicking the ( * )icon. And

Supervisor can see the call trace by clicking the ( = '™ Y icon.

10
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Dashboard

This section provides today's summary information of call activity, and you can customize the

the 'My Dashboard.'

This section provides today's summary information of call activity. Call activity is auto-refresh

2.2

summary information of call activity in
221 Wallboard

every 5 seconds(default).
2211  Company Wallboard

This page shows today’s call activity for all company data (including trunk & extension calls. (The

missed metric is updated for trunk call
updated only for trunk calls.)

and extension calls, but the unreturned missed metric is

—o

iPECS Analytics

JPANY SUMMARY Company Wallboard

C IO 2]

+9—©)

OFF ~

DASHBOARD

22,373

Total Calls

11,177

Answered

00:00:08

Avg. Ring Time

11,142

Outgoing

11,207

41

Missed

29

Unreturned

99.7

Service Level (%)

65:50:42

Total Talk Time

Key performance: It displays total

call, Outgoing, Incoming, Answered, Missed, Unreturned,

Avg. Ring time, Total Talk Time, Service Level(%o)

clicking the ( #) icon.

Auto Refresh: Refreshes the page every 3 (or 5 or 8 or 10 or 15 or 30) seconds.
Threshold: Allows you to set a threshold, whether highlight or not, on the wallboard by

& Threshold - Settings

Missed | 50

Avg. Ring Time (sec) 10

Unreturned | 10

Service Level (%) | 90

o

iPECS Analytics Customer Guide — Issue 1.1
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2212

Extension Wallboard

This page shows the extension-based call information. (The missed metric is updated for trunk
call and extension calls, but the unreturned missed metric is updated only for trunk calls.)

iPECS Analytics =

Extension Wallboard

2031/ 2031

DASHBOARD

FAVOURITE

00:00:08

1452

Total Calls

726

Answered

04:23:14

726

Outgoing Incoming

100.0

ervice Level (%)

Xtension Summary

Avg. Avg.

Avg. Outgoing  Incoming Total Outgoing  Incoming Avg.
TalkTime  TalkTime  TalkTime TalkTime TalkTime  TalkTime  Ring Time
0:00:10 00:00:11 00:00:10 042325 0221:32 02:01:53 0:00:08

Key performance: It displays the count of Total Calls, Outgoing, Incoming, Answered,

Missed, Unreturned, Avg. Ring Time, Total Talk Time and Servide Level.

clicking the (ﬁ) icon.

Extension Summary: It shows the top 10 extension call information.
Threshold: Allows you to set a threshold, whether highlight or not, on the wallboard by

¥ Threshold - Settings

Missed | 50

Avg. Ring Time (sec) |10

Unreturned

Service Level (%)

10

90

o

12
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2213 DDI Wallboard

This page shows the top 10 extensions call activity with a high call volume.

iPECS Analytics =

OMPANY SUMMARY DDI Wallboard

- @ 0

DASHBOARD

FAVOURITE

- 00:00:07

Avg. Ring Time

024801025
Total offered Answered

0 0

Abandoned Missed

02:02:11

Total Talk Time

726

Answered In Target

0

Unreturned

100.0

Service Level (%)

Answered in Total Avg.
oDI DDI Name offered Answered Target Missed Talk Time Talk Time
024801023 726 726 726 ] 02:01:53 00:00:10
024801025 726 726 726 0 02:02:1 00:00:10

Avg.

Hold Time Service Level (%)
00:00:00 100.0
00:00-00 1000

Missed (%)

0.0

0.0

1. Key performance: It displays the count of Total Offtered, Answered, Answered In Target,
Abandoned, Missed, Unreturned, Avg. Ring Time, Total Talk Time and Servide Level.

2. DDI Summary Information: It shows the top 10 DDI call information.
3. Threshold: Allows you to set a threshold, whether highlight or not, on the wallboard by

clicking the (ﬁ) icon.

£ Threshold - Settings

Missed | 50

Avg. Ring Time (sec) |10

Unreturned | 10

Service Level (%) 20

o

iPECS Analytics Customer Guide — Issue 1.1
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2214  ACD Group Wallboard
This page shows ACD Group activity Activity.Note that this menu is for the advanced license
only.
iPECS Analytics
ACD Group Wallboard
Calls In Queue Longest Wait Time Today Available Agent _—
61 14 19 16
FAVOURITE 8 8 0 3
00:00:09 00:00:09 00:02:13 00:28:31

1. Filter: Supervisor can select ACD Group what want to display.

2. Key performance: It displays the Calls In Queue, Longest Wait time Today, Available Agent,
Total Offered, Answered, Missed, Abandoned, Total Agent, Logged In, Busy, Break, Avg.
Wait Time, Avg. Abandoned Time, Avg. Talk Time, Longest Talk time, and Service Level.

3. Threshold: Allows you to set a threshold, whether highlight or not, on the wallboard by
clicking the ('u) icon.

£} Threshold - Settings
Longest Wait Time Today (sec) | 20
Service Level (%) 45
Missed | 10
Abandoned | 10
Avg. Wait Time (sec) | 100

4. Live Call: Incoming calls are displayed in real time.

14 iPECS Analytics Customer Guide — Issue 1.1



2215 Hunt Group Wallboard

This page shows Hunt Group Activity. For missed metrics of Ring Group is updated plus one
and updated plus one to each member. Note that this menu is for the advanced license only.

iPECS Analytics = - G0
HUNT Group Wallboard o - 39—
DASHBOARD ilter + I
I 1
11,414 11,405 8 c
Total offered Answered Missed h
99.9 %
48 41 4 .
Total Members Available Busy Not Available Service Level
00:00:11 00:01:02 00:00:09 00:01:16
Avg. Wait Time Longest Wait Time Today Longest Talk Time
FAVOURITE
LIVE CALLS
Ext. Name Extension Caller 1D Status Elapsed Time
No dat; ilable in t;

1. Filter: Supervisor can select Hunt Group What want to display.

2. key performance: It displays the Total offered, Answered, Missed, Abandoned, Total
Members, Available, Busy,Not Available, Avg. Wait Time,Longest Wait Time Day,Avg. talk
time, Longest Talk time, and Service Level.

3. Threshold: Allows you to set a threshold, whether highlight or not, on wallboard by clicking

the ( & ) icon.

& Threshold - Settings

Longest Wait Time Today (sec)
Service Level (%)

Missed

Abandoned

Avg. Wait Time (sec)

o

4. Live Call: Incoming calls are displayed in real time.

iPECS Analytics Customer Guide — Issue 1.1
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2216  Agent Status
This page shows ACD Agent / Hunt Group member’s real-time status. Note that this menu is for the
advanced license only.

iPECS Analytics = - 3 9

Agent Status Aut OFF ~

DASHBOARD Filter +

KJS ACD GR2090 -

5205 2016 AGENT 2017 display
Breal name

Free

© ©

2002 center supervisor
2015

Free

KJS ACD GR2086 =

'Jake's 2003 K Jake's(2004)
Free Free

ACD 2091 Test

ACD2093 -

1. Filter: Supervisor can select all ACD / Hunt Group or specific ACD / Hunt Group to display.

2. Agent Status: This page shows ACD Agent / Hunt Group member's real-time status.

16 iPECS Analytics Customer Guide — Issue 1.1



2217  Agent Call Summary Wallboard
his page shows ACD group / Hunt Call Summary. Note that this menu is for the advanced license
only.

iPECS Analytics = N o =)
Agent Call Summary Wallboard ef OFF =
DASHBOARD Firter + I

AGENT STATUS -

Agent % Group name Group Type Status Total offered Answered Missed Avg. Wait Time Avg. Hold Time Avg. Talk Time Total Talk Time
2000 KJS Hunt GR 2088 HUNT Free 0 0 Q 00:00:00 00:00:00 00:00:00 00:00:00
2001 KJS Hunt GR 2088 HUNT Free [/} 0 a 00:00:00 00:00:00 00:00:00 0020000
2002 KJS ACD GR2087 ACD Log out 5 3 2 00:00:18 00:00:00 00:00:13 00:00:40
2003 KJS ACD GR2086 ACD Log out 0 0 i) 00:00:00 00:00:00 00:00:00 00:00:00
2004 KJS ACD GR2086 ACD Log out 0 ] o 00:00:00 00:00:00 00:00:00 00:00:00
2015 KJS ACD GR2087 ACD Log out 7 4 3 00:00:14 00:00:00 00:00:06 00:00:27
2016 KJS ACD GR2090 ACD Log out 3 0 3 00:00:02 00:00:00 00:00:00 00:00:00
2017 KJS ACD GR2090 ACD Log out 7 1 6 00:00:06 00:00:03 00:04:18 00:43:07
2018 KJS Hunt GR 2089 HUNT DND 1 '] 1 00:00:06 00:00:00 00:00:00 00:00:00
2019 KJS Hunt GR 2089 HUNT DND 2 0 2 00:00:09 00:00:00 00:00-00 00-00-00
2020 KJS Hunt GR 2089 HUNT Free 4 1 3 00:00:23 00:00:00 00:00:03 00:00:03
2030 KJS Hunt GR 2080 (SLTM) HUNT Oncall 0 o Q 00:00:00 00:00:00 00:00:00 00:00:00
2030 KJS Hunt GR 1020 HUNT Oncall kel ™m 0 00:00:12 00:00:00 00:00:08 01:38:05
203 KJS Hunt GR 1021 HUNT Free 738 735 0 00:00:10 00:00:00 00:00:10 02:03:15
20 KJS Hunt GR 2080 (SLTM) HUNT Free 0 0 Q 00:00:00 00:00:00 00:00:00 00:00:00
2032 KJS Hunt GR 2080 (SLTM) HUNT Free [/} ] a 00:00:00 00:00:00 00:00:00 000000
2032 KJS Hunt GR 1022 HUNT Free 501 591 o 00:00:10 00:00:00 00:00:10 01:38:50
2033 KJS Hunt GR 2080 (SLTM) HUNT Fiee 0 0 ] 00:00:00 00:00:00 00:00:00 00:00:00
\n-:‘?,‘:h KJS Hunt GR 1023 HUNT Free 735 735 0 00:00:10 00:00:00 00:00:10 02:03:24

1. Filter: Supervisor can select all ACD / Hunt Group or certain ACD / Hunt Group to display
2. Agent Status: Stable shows current call status in/out, direction, Elapsed time.

iPECS Analytics Customer Guide — Issue 1.1
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2218  Group Summary Wallboard
This page shows ACD group / Hunt Group Summar. Note that this menu is for the advanced license
only.

iPECS Analytics = - =0
Group Summary Wallboard OFF -
DASHBOARD Filter + I
Group Summary
i
Group Number Group name GroupType |: Number Of Agent Total offered Answered Missed Abandoned Bounced Avg. Wait Time
2086 KJS ACD GR2086 ACD 2 0 0 0 0 0 00:00:00
2087 KJS ACD GR2087 ACD 2 20 5 6 5 2 00:00:13
2000 KJS ACD GR2090 ACD 2 30 8 9 9 2 00:00:07
209 ACD 2091 Test ACD 0 0 0 0 0 0 00:00:00
2092 ACD GRPUP 2092 ACD 0 1] 0 0 0 0 00:00:00
2003 ACD2093 ACD 2 n 1 4 2 2 00:00:09
1020 KJS Hunt GR 1020 HUNT 1 722 722 0 0 0 00:00:12
1021 KJS Hunt GR 1021 HUNT 1 736 736 0 0 0 00:00:10
1022 KJS Hunt GR 1022 HUNT 1 592 502 o '] ] 00:00:10
1023 KJS Hunt GR 1023 HUNT 1 736 736 0 0 0 00:00:10
1024 KJS Hunt GR 1024 HUNT 1 736 736 0 0 0 00:00:10
1025 KJS Hunt GR 1025 HUNT 1 736 736 L] 0 0 00:00:10
1026 KJS Hunt GR 1026 HUNT 1 308 308 0 0 0 000012
1027 KJS Hunt GR 1027 HUNT 1 398 398 0 0 0 00:00:12
1028 KJS Hunt GR 1028 HUNT 1 584 583 1 ] ] 00:00:07
1029 KJS Hunt GR 1029 HUNT 1 478 478 o ] ] 00:00:12
1030 KJS Hunt GR 1030 HUNT 1 722 722 0 0 0 00:00:12
103 KJS Hunt GR 1031 HUNT 1 a1 an 0 0 0 00:00:07

1. Filter: Supervisor can select all ACD / Hunt Group or certain ACD / Hunt Group to display.
2. Group Summary: Stable shows current call status in/out, direction, Elapsed time.
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222 My Dashboard

This dashboard shows summary information of call activity.

iPECS Analytics

C O 2 ]
' "
1 i Ustofcomponents ~ + [ EEme—
DASHBOARD Coonent 5 x

Camponent &

70

Total Calls

1. My Dashboard:
* Click Create, popup page to Create a dashboard.
2. List of components:
* Clickicon ( * ), popup page to add components will be opened.
* Show a list of components.

+ Allows Supervisor to delete the selected component by clicking the ( ¥ ) icon
3. Display:
« Candrag/ drop the component and set it to the desired location and size.
4. Setting Button
* Components: Hide / show a list of components.
* Settings: Can set threshold.

nnnnnnnn

* Inactive/Active: Can modify the screen when Inactive. When active, cannot modify the

screen, and the contents of the components are updated every specific time.

iPECS Analytics Customer Guide — Issue 1.1
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2221  Add Components

Click icon( * ), popup page to add components will be opened. It provides seven defferent

parts.

Components

Description

Key Performance

Provides call information of one statistical item

Component_&

70

Total Calls

x

o

Key Performance(Group)

Provides call information on several statistical items by type, (Supervisor
can select multiple statistics items)

Component_5

70 3 3 12 64

Total Calls Qutgoing Incoming Missed Internal
Data Table Provides a table of statistics by type

Extension gca‘\?sl Outgoing Incoming Missed Intemal
Column Chart Provides column charts by type

- r . | [

Pie Chart Provides pie charts by type
Etc (Text) Supervisor can add text or images to the dashboard

TEXT

IMAGE

20
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22211 Key Performance, Key Performance (Group), Data Table, Column Chart, and Pie
Chart
Supervisor can select one of component among Key Performance, Key Performance(Group),
Data Table, Column Chart, Pie Chart to display selected statiscal items(metric) of Group
Summary / Agent Call Summary / Extension Summary / DDI summary report menu.

+ Step 1. Select type: Select Key Performance, Key Performance(Group), Data Table,
Column Chart, Pie Chart, and Pie Chart

* Step 2. Select item: Select one statistical items of Group Summary / Agent Call Summary /
Extension Summary / DDI summary report menu

* Step 3. Select Columns: Set column, font color, and background color
— Columns: Select one of the columns
— Font Color: Inquire by selected font color (If empty, set to default color)
— Background color: Inquire by selected background color (If empty, set to default color)

«  Step 4. Apply Filter: Input title and data of condition that you want to filter
— ACD/ Hunt Group: Select ACD / Hunt Group (Only visible in the event of Agent Call
Summary)
— Site: Select Site (Only visible in the event of Extension Summary)
— Group: Select Group (Only visible in the event of Extension Summary)
— DDI: Inquire inputted DDI (Only visible in the event of DDI Summary)
— DDI Name: Inquire inputted DDI name (Only visible in the event of DDI Summary)

— Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

— Ext. Name: Inquire inputted name

— Date: Inquire by a selected date

— Time range: Inquire by a selected time range
— Title: Inquire inputted title

22212 TEXT, IMAGE
Supervisor can add text what he want to display on task area of My Dashboard

* Step 1. Select type: Select Etc.
* Step 2. Select item: Select Text
» Step 3. Select Style: Set font color and background color
— Font Color: Inquire by selected font color (If empty, set to default color)
— Background color: Inquire by selected background color (If empty, set to default color)
» Step 4. Apply Filter: Input any text

22213 IMAGE
Supervisor can upload image what he want to display on task area of My Dashboard
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Step 1. Select type: Select Etc
Step 2. Select item: Select Image.

Step 3. Select Style: The Image file is uploaded using the click icon ()
Step 4. Apply Filter: Input title of the image

22
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2.3

231

2311

Reporting
This section provides call activity reports for Extension reports, DDI reports, Performance reports,
ACD/Hunt Group reports, Agent repots, Time/Date reports, and Customer reports.

Extension

On this menu, extension-based historical call activity is presented. Trunk transferred call is
included. (Trunk transferred call is transferred call by extension after answering.) and missed
metric is updated to each member when a call to Ring Group is released before answer.

Extension Summary
This page shows the total call data each extension about Collected SMDR data.

iPECS Analytics = - & g

Extension Summary

Filter - 2021-08-17 D0:00 - 2021-08-17 23:59 -

Trunk/Extension ” Org. Group Site Extension O
All = Al = Al

Ext. Name Date”
2021-08-17 00:00 - 2021-08-17 23:59

* Add o Favourte ¥ Reset

Key Performance & =

71 18 35 6 18

Total calls Outgoing Incomning Missed Internal

summary Chart : By Extension -

Summary Chart : By Extension

10m 1002 1008 011 001 s

B Gurgoing M Incoming M iszed Intareal

Summary Chart : By Hour -

s
|

o

E

® -

[ —
N | -
w ow e o oo o o7 w o woon 1 s 1 s s n oz 2 2

W Ouigong W Incoming I Missed Intaroal
Summary Table o = =
Showing 1 1o 6 of 6 entries [@ ShowlOrows @

Avg Avg.
Total Avg Owgoing  Incoming Total Ougoing  Incoming Avg
Extension Ext. Name Calls Outgoing Incoming Missed Internal Talk Time Talk Time Talk Time Talk Time Talk Time Talk Time Ring Time

100 1001 name 16 0 13 3 3 00:00:04 00:00:00 00:00:04 00:00:53 00:00:00 00:00:49 00:00:01

1002 1002 name name 8 0 15 3 3 00:00:03 00:00:00 000004 000056 00:00:00 00:00:52 00:00:02

1003 1003 20 18 0 0 2 00:00:10 00:0012 00:00:00 00:03:17 00:0312 00:00:00 00:00:03

101 1011 sip 15 0 3 3 12 00:00:05 00:00-00 00:00:00 00:01:02 00:00-00 00:00:00 00:00:03

13 0 8 0 5 00:00:08 00:00:00 00:00:09 00:01:53 00:00:00 000113 00:00:00
0 2 0 o 0 2 00:00:03 00:00:00 00:00:00 00:00:07 00:00:00 00:00:00 00:00:00
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1. Apply Filter: Input or select data of condition that you want to filter.

Trunk/Extension: Inquire all or by extension or trunk.
Org. Group: Inquire by option which manager set such as user.
Site: Inquire the selected site.

Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

Ext. Name: Inquire inputted name.

Date: Inquire data by date.

Key Performance: It displays key metrics of calls with the filtered condition.

Summary Chart: By Extension: It displays Outgoing, Incoming, Missed and internal items

for each extension by chart.

Summary Chart: By Hour: It displays Outgoing, Incoming, Missed, and internal items Hourly
Summary Table: It displays the filtered data. If you click an extension number, it moves to

extension call list page.

Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the (-=) icon.
Mail sending: Allows you to send the data displayed on the page to mail by clicking the

(=) icon.

Excel download: Allows you to download the data to excel format by clicking the (T )
icon.

Rows: Allows you to change the count of rows per page on list by clicking the
( Py icon.

Set item: Allows you to set items to show or not on the table by clicking the ( d ) icon.

24
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23.1.2 Extension Call Details
This page shows extension call history about Collected SMDR data.

REPORTING

iPECS Analytics C A O = ]
Extension Call Details
Filter -
Trunk/Extension Site Extension @ Ext. Name
All I
DDl O DDI Name: Talk Time(Sec) Ring Time(Sec)
or above or above
Date
2021-08-23 00,00 - 2021-08-23 23:59
* Addto Favourite 4 Reset m
Report detail
Showing 1 to 10 of 66 entries @ showitrows @
Extension Ext. Name Call Date/Time Talk Time  Number oDl DDI Name Ring Time Call Type Group name Group Type  Trunk Missed
019 019 40000 00:00:06 Extension/Outgoing fail Hunt Group 40000 HUNT
2019 019 00 40000 000006  Extension/Outgoing fai Hunt Group 40000 HUNT
209 019 02 40000 00:00:00 Extension/Outgoing funt Greup 40000 HUNT
019 019 00 40000 000001  Extension/Outgoing fai Hunt Group 40000 HUNT
019 019 40000 0000:01  Extension/Outgoing fal  Hunt Group 40000 HUNT
* 007 0f 10000 02088 Number2088 00:00:05 Trunk/Incoming funt Group 40020 HUNT
+ 60000 0000 8 Number2088  00-00:00 Trunk/Incoming
006 2008 000001  Extension/incoming
2005 2006 00:00:01 Extension/Outgoing
2004 2004 Hunt Group 40000 2021-08-23 14:32 2003 00:00:01 Extension/Incoming
125 T

1. Apply Filter: Input or select data of condition that you want to filter.

Trunk/Extension: Inquire all or by extension or trunk.
Site: Inquire the selected site.

Extension: Inguire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

Ext. Name: Inquire inputted name.

Date: Inquire data by date.

2. Report detail: It displays the filtered data.

Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the () icon.

Mail sending: Allows you to send the data displayed on the page to mail by clicking the

( =)icon.

!Excel download: Allows you to download the data to excel format by clicking the (m )
icon.

Rows: Allows you to change the count of rows per page on list by clicking the

( Show 10 rows ) iCOﬂ.

Set item: Allows you to set items to show or not on the table by clicking the ( @ ) icon.
Call Trace: Allows you to pop up, which can see call trace of the current call is opened by

clicking the ( * ) icon.
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Call trace
-

The plus ( * ) icon about call trace is displayed only Incoming call and Outgoing

call about trunk.
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2313 TOPS5
This page shows the top 5 data list lists, including extension Total calls, Outgoing, Incoming,
Missed, Internal, etc.

iPECS Analytics = LN O = ]
Top 5
Filter :2021-08-17 00 02 -
Trunk/Extension TOPS® Extension @ Ext. Name
All - Total calls -
Org. Group Date”
all - 2021-08-17 00:00 - 2021-08-17 23:59
3 hdd o Favaurile | # Reset
Report detail > Total calls
B |m
Avg. Avg.
Total Avg. Outgoing Incoming Total Outgoing Incoming Avg.
Extension Ext. Name calls Qutgoing Incoming Missed Internal Talk Time Talk Time Talk Time Talk Time Talk Time Talk Time Ring Time
003 1003 20 18 o o 2 00:00:10 0000z 00:00:00 00:0317 00:03:12 00:00:00 00:00:03
1002 name name 8 0 S 3 3 00:00:03 00:00:00 00:00:04 00:00:56 00:00:00 00:00:52 00:00:02
00 1001 name 1) 0 13 3 3 00:00:04 00:00:00 00:00:04 00:00:53 00:00:00 00:00:49 00:00:01
101 sip 3 0 3 3 12 00:00:05 00:00:00 00:00:00 00:01:02 00:00:00 00:00:00 00:00:03
300 13 0 8 o 5 00:00:08 00:00:00 00:00:09 00:01:53 00:00:00 00:01:13 00:00:00

1. Apply Filter: Input or select data of condition that you want to filter.

Trunk/Extension: Inquire all or by extension or trunk.
Category: Inquire by option which manager set such as outgoing or incoming.
TOPS: Display the top 5 extensions of filtered conditions.

Extension: Inguire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

Ext. Name: Inquire inputted name.
Org. Group: Inguire by option which manager set such as user.

Date: Inquire data by date.

2. Report detail: It displays the filtered data. If you click an extension number, it moves to
extension call list page.

Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( ~ ) icon.
Mail sending: Allows you to send the data displayed on the page to mail by clicking the

(™) icon.

Excel download: Allows you to download the data to excel format by clicking the ( @ )
icon.

Set item: Allows you to set items to show or not on the table by clicking the ( = ) icon.
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2314 Site Summary
This page shows the total call data each site about collected SMDR data.
= =@ 0
Stte summary
— e Exesion® ot e
o B 4 3 0w
N S
1. Apply Filter: Input or select data of condition that you want to filter.
* Trunk/Extension: Inquire all or by extension or trunk.
« Site: Inquire the selected site.
* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.
* Ext. Name: Inquire inputted name.
* Date: Inquire data by date.
2. Key Performance: It displays key metrics of calls with the filtered condition.
3. Summary Chart : By Site:
It displays Outgoing, Incoming, Missed and internal items each site as a chart.
4. Summary Table: It displays the filtered data. If you click a site, it moves to extension report
page.
* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( ) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
( = )icon.
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* Excel download: Allows you to download the data to excel format by clicking the ( P )
icon.

* Rows: Allows you to change the count of rows per page on list by clicking the
( FTEE Yy jcon.

» Set item: Allows you to set items to show or not on the table by clicking the ( ,:) icon.

iPECS Analytics Customer Guide — Issue 1.1
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232

2321

DDI

This section provides DDI-based call activity. You can filter for call activity in a specific period,
DDI, contact name. You can filter for missed calls and unreturned missed calls. When you
click the 'Data Management > DDI > DDI setting' on the main menu, you can set the contact
name of the DDI number. Trunk transferred call is not included. (Trunk transferred call is
transferred call by extension after answering.)

DDI Summary
This page shows the total call each DDI about Collected SMDR data.

iPECS Analytics = - @0

DDI Summary

Filter - 2021-03-22 00:00 - 202103

Extension @ Ext. Name. ool DDI Name

REPORTING

Date

20210322 00:00 - 2021-03-22 23:59

Key Performance

33,200 33,180 33,168 20 99.9 00:00:10

Total offered Answered Answered In Target

Service Level Avg. Talk Time

o2ssanzs ozss02035 ozes0z0%

Summary Chart: By DDI

e
e
Summary Table =
Showing 110 10 of 279 entries @ Showiorows @
Answered In Total g, Avg. Avg
DI DDI Name Offered Answered Target Missed Talk Time Ring Time Hold Time Service Level (%) Missed (%)
24802019 1 o ) 1 00:00:00 0000:07 00,0000 00 1000
4 2 2 00:00:12 000008 000000 500 500
8 8 8 0 000003 000007 900000 1000 00
8 8 B 0 00:00:03 00:00:07 00:00:00 1000 00
8 8 8 0 00:00:03 00:00:07 00:00:00 1000 0.0
3 8 8 8 0 00:0008 000007 500000 1000 00
34 8 5 8 000025 000003 000007 500000 1000 00
035 8 8 8 0 25 00:00.0: 00:00:07 00:00:00 100.0 0.0
03 8 8 8 0 000025 000003 000007 00,0000 1000 00
450203 8 8 8 000026 000003 000007 00:0000 1000 00

1. Apply Filter: Input or select data of condition that you want to filter.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.

30

iPECS Analytics Customer Guide — Issue 1.1



* DDI: Inquire inputted DDI.
* DDI Name: Inquire inputted DDI name.
» Date: Inquire data by date.
2. Key Performance: It displays key metrics of calls with the filtered condition.

3. Summary Chart : By DDI:
It displays Answered, Answered in target, and Missed each DDI as a chart.

5. Summary Chart : By Hour:
It displays Answered, Answered in target, and Missed item Hourly

4. Summary Table: It displays the filtered data. If you click a DDI number, it moves to DDI call
list page.

* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( ' ) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the

(=) icon.

* Excel download: Allows you to download the data to excel format by clicking the (T )
icon.

* Rows: Allows you to change the count of rows per page on list by clicking the
( FTEE Yy jcon.
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23.2.2 DDI Calls Details
This page shows the DDI call history about Collected SMDR data.

iPECS Analytics - &0

DDiI Call Details

REPORTING

»»»»»»»»

1. Apply Filter: Input or select data of condition that you want to filter.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.
* DDI: Inquire inputted DDI.
* DDI Name: Inquire inputted DDI name.
» Date: Inquire data by date.
2. Report detail: It displays the filtered data.
* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the (=) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the

(=) icon.

* Excel download: Allows you to download the data to excel format by clicking the (I.Tf )
icon.

* Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) icon
* Set item: Allows you to set items to show or not on the table by clicking the ( @ ) icon.
» Call Trace: Allows you to pop up, which can see call trace of the current call is opened by

clicking the ( * ) icon.
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Call trace

Tonat

The plus ( * ) icon about call trace is displayed only Incoming call and Outgoing

call about trunk.
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233 Performance
On this menu, performance-related historical call activity is provided. On this menu, only trunk
call is included.
2331  Call Response
This page shows the total incoming calls by the hourly base, which is collected SMDR data.
iPECS Analytics L o = ]
Call Response
36,155 36,135 36,123 2 00:00:10 99.9
mnm_ -
1. Apply Filter: Input or select data of condition that you want to filter.
* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.
* Ext. Name: Inquire inputted name.
« Date: Inquire data by date.
2. Key Performance: It displays key metrics of calls with the filtered condition.
3. Summary Table: It displays the filtered data.
* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( © ) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
( = )icon.
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* Excel download: Allows you to download the data to excel format by clicking the (?)
icon.

* Set item: Allows you to set items to show or not on the table by clicking the ( ,:) icon.

4. Report chart: It displays Answered, Answered in target and Missed each incoming call as a
chart.
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2.3.3.2 Missed calls
This page shows Missed call history about collected SMDR. Trunk transferred call is included.
(Trunk transferred call is transferred call by extension after answering.)
iPECS Analytics = o <!
Missed Calls
6 _ 6 00:00:06 00:0_0:1 8
1. Apply Filter: Input or select data of condition that you want to filter.
* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.
* Ext. Name: Inquire inputted name.
» Date: Inquire data by date.
2. Key Performance: It displays key metrics of calls with the filtered condition.
3. Summary Table: It displays the filtered data.
* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( ) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
( = Yicon.
* Excel download: Allows you to download the data to excel format by clicking the (m )
icon.
* Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) icon
* Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.
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2.3.33

Unreturned Missed Calls

This page shows the call history of Missed call which is not returned about collected SMDR.
Trunk transferred call is included. (Trunk transferred call is transferred call by extension after
answering.)

NOTE Unreturned missed calls are unanswered calls that have not yet been returned.
Once the call has been returned within the same day, it will no longer appear on a
report as unreturned missed.

iPECS Analytics = C N O 2 ]

Unreturned Missed Calls

00:00:06

tal Missed Calls Unreturned A g Time For Missed

00:00:18

1. Apply Filter: Input or select data of condition that you want to filter.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.

» Date: Inquire data by date.
2. Key Performance: It displays key metrics of calls with the filtered condition.
3. Summary Table: It displays the filtered data.

* Schedule settings: Allows you to register the current page to mail sending schedule by

clicking the (= ') icon.
Mail sending: Allows you to send the data displayed on the page to mail by clicking the

() icon.

Excel download: Allows you to download the data to excel format by clicking the (I.Tf )
icon.

Rows: Allows you to change the count of rows per page on list by clicking the

( Show 10 rows ) |Con

Set item: Allows you to set items to show or not on the table by clicking the ( @ ) icon.
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2.3.3.4 Unreturned Missed Calls By Caller

This page shows the call count of Missed call which is not returned based on Caller ID. Trunk

transferred call is included. (Trunk transferred call is transferred call by extension after

answering.)

NOTE Unreturned missed calls are unanswered calls that have not yet been returned.
Once the call has been returned within the same day, it will no longer appear on a
report as unreturned missed.

iPECS Analytics = C N O = ]
| Unreturned Missed Calls By Caller
; [ o |
20

1. Apply Filter: Input or select data of condition that you want to filter.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.

» Date: Inquire data by date.

2. Key Performance: It displays key metrics of calls with the filtered condition.

3. Summary Table: It displays the filtered data.

* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the (=) icon.

* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
(™) icon.

* Excel download: Allows you to download the data to excel format by clicking the (_n )
icon.

* Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) icon

» Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.

38 iPECS Analytics Customer Guide — Issue 1.1



2335 Longest Calls
This page shows extension call history in the longest chronological sequence about Collected
SMDR data.

iPECS Analytics = L O =)

Longest Calls

1:08:26 6403

Longest Talk Time Name

1. Apply Filter: Input or select data of condition that you want to filter.

Trunk/Extension: Inquire extension, trunk, or both of them.

Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

Ext. Name: Inquire inputted name.

Date: Inquire data by date.

2. Key Performance: It displays key metrics of calls with the filtered condition.

3. Summary Table: It displays the filtered data.

Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( “ ) icon.

Mail sending: Allows you to send the data displayed on the page to mail by clicking the
( = ) icon.

!Excel download: Allows you to download the data to excel format by clicking the (m )
icon.

Rows: Allows you to change the count of rows per page on list by clicking the

( Show 10 rows ) icon.

Set item: Allows you to set items to show or not on the table by clicking the ( @ ) icon.
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2.3.3.6

Caller Tolerance
This page shows missed calls tolerance. It shows number of missed calls based on ring time
Call count with second unit.

iPECS Analytics = C O = ]

Caller Tolerance

Filter

Reseller Customer*  Extens; ion © Ext Name

REPORTING

1. Apply Filter: Input or select data of condition that you want to filter.
* Trunk/Extension: Inquire extension, trunk, or both of them.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.
» Date: Inquire data by date.
2. Summary Table: It displays the filtered data.

* Schedule settings: Allows you to register the current page to mail sending schedule by

clicking the (=) icon.
Mail sending: Allows you to send the data displayed on the page to mail by clicking the

(™) icon.

Excel download: Allows you to download the data to excel format by clicking the (E'“! )
icon.

Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) icon.

Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.
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2.3.4 ACD / Hunt Group
This page shows the ACD / Hunt group report of collected SMDR data.
234.1 Group Summary

This page shows all ACD / Hunt Group call information and calls information lists of each group.

Note that this menu is for the advanced license only.

iPECS Analytics

Group Summary

88 10 22

,1 6

=

* ACD Group: Select ACD Group.
* Hunt Group: Select Hunt Group.
* Date: Inquire data by date.

AW N

. Group Summary: It displays the filtered data.

. Apply Filter: Input or select data of condition that you want to filter.

Key Performance: It displays key metrics of calls with the filtered condition.

. Summary Chart: It displays Total, Answered, and Missed each incoming call as a chart.

* Schedule settings: Allows you to register the current page to mail sending schedule by

clicking the ( ) icon.

* Mail sending: Allows you to send the data displayed on the page to mail by clicking the

( = ) icon.

* Excel download: Allows you to download the data to excel format by clicking the (m )

icon.

* Set item: Allows you to set items to show or not on the table by clicking the ( 3) icon.
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2.35 Agent
This page shows ACD Agent and Hunt Member’s report of collected SMDR data.

2351  Call Summary
This page shows all call information for ACD agent/Hunt Member and call information list for
each agents. Note that this menu is for the advanced license only.

iPECS Analytics = - & 9

Call Summary

Filter

ACD Group Select Hunt Group Select

Key Performance

35 20 15 00:00:10  00:00:05 37.1

Total offered Answered Missed Avg. Ring Time

Summary Chart

2o o s w2 205 w2
o v s

Summary Table

=

Apply Filter: Input or select data of condition that you want to filter.

* ACD Group: Select Acd Group.

* Hunt Group: Select Hunt Group.

» Date: Inquire data by date.

2. Key Performance: It displays key metrics of calls with the filtered condition.

3. Summary Chart: It displays Total, Answered, and Missed each incoming call as a chart.

4. Summary Table: It displays the filtered data.

* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( © ) icon.

* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
( = ) icon.

* Excel download: Allows you to download the data to excel format by clicking the (m )
icon.

* Set item: Allows you to set items to show or not on the table by clicking the ( I3) icon.
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2352  Activity Time Summary
This page shows the ACD agent’s activity time. Note that this menu is for the advanced license
only.

iPECS Analytics = =m0

Activity Time Summary

Extension Group Type Avg. Talk Time Avg. Ring Time Avg. Hold Time Total Calls Total Talk Time Total Login Time Tatal Available Time Total Break Time

1. Apply Filter: Input or select data of condition that you want to filter.
* ACD Group: Select Acd Group.
» Date: Inquire data by date.
2. Report Detail: It displays the filtered data.
* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( ) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
( = )icon.

* Excel download: Allows you to download the data to excel format by clicking the (m )
icon.

+ Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.
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2353  Activity Time Summary By Date
This page shows the ACD agent’s activity by Daily. Note that this menu is for the advanced
license only.

iPECS Analytics CHE O 2]

y Time Summary

1. Apply Filter: Input or select data of condition that you want to filter.
* ACD Group: Select Acd Group.
» Date: Inquire data by date.
2. Table: It displays the filtered data.
* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( © ) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
( = Yicon.

* Excel download: Allows you to download the data to excel format by clicking the (E'“! )
icon.

» Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.
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2354

Availability History

This page shows the ACD agent’s activity event list. Note that this menu is for the advanced

license only.

iPECS Analytics

Availability History

1.  Apply Filter: Input or select data of condition that you want to filter.
* ACD Group: Select Acd Group.
» Date: Inquire data by date.

2. Report Detail: It displays the filtered data.

* Schedule settings: Allows you to register the current page to mail sending schedule by

clicking the ( =~ ) icon.

* Mail sending: Allows you to send the data displayed on the page to mail by clicking the

( = )icon.

* Excel download: Allows you to download the data to excel format by clicking the ('-_P- )

icon.

» Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.
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236 Time/Date Report
This section provides statistics on call activity. You can filter for statistics by yearly, monthly, daily,
and hours.. Trunk transferred call is not included. (Trunk transferred call is transferred call by
extension after answering.)
236.1 Hourly Report
This page shows a hourly report of collected SMDR data.
iPECS Analytics - & Q
Hourly Report
Al to Favourte & Reset m
Key Performance Complete O 9
101,978 101,779 199
00:00 3 01:08:26
Busiest Hour Avg. Ring Time Longest Talk Time I [
4
Y @ il s b
Hourly statistics = & - all Result Analysis & . 6
1. Apply Filter: Input or select data of condition that you want to filter.
* Trunk/Extension: Inquire extension, trunk, or both of them.
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» Direction: Inquire outgoing, incoming or both of them.
* Org. Group: Inquire by option which manager set such as user.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.

» Date: Inquire data by date.

Key Performance: It displays key metrics of calls with the filtered condition.
Complete: Display completion rate of call with filtered condition.

Summary chart: Display comprehensive chart of query condition.

o &~ WD

* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( ) icon.

* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
(™) icon.

* Excel download: Allows you to download the data to excel format by clicking the (T )
icon.

6. Fail Statistics: Display failure call of query condition.
* On the chart, click the red (=) dot to display the Causes of failure.

Cause of failure (15Hour)

Cause of failure Fail

* Excel download: Allows you to download the data to excel format by clicking the ( Fi )
icon.

Hourly statistics: It displays statistics table of query condition by hours of the selected day.
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2.3.6.2

Daily Report

This page shows a Daily report of collected SMDR data.

iPECS Analytics

Daily Report

Customer

Tok/Extension®  Direct tlon

Ext. Name. Date

03 3

Avg. Ring Time

2,546,923

01:08:2

Complete [

649

Longest Talk Time

Mooen son [ meomgien sen

Percent g

= 4 Call Result Analysis ‘@

Total Talk Time Cause Of Failure 1 Incomplete

1. Apply Filter: Input or select data of condition that you want to filter.

* Trunk/Extension: Inquire extension, trunk, or both of them.

» Direction: Inquire outgoing, incoming or both of them.

* Org. Group: Inquire by option which manager set such as user.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
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example, 1,2,3-5.
* Ext. Name: Inquire inputted name.
» Date: Inquire data by date.
Key Performance: It displays key metrics of calls with the filtered condition.
Complete: Display completion rate of calls with filtered condition.
Summary chart: Display comprehensive chart of query condition.

o &~ WD

If you click the month, it moves daily report page of the selected month.

* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the (-=) icon.

* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
(=) icon.

* Excel download: Allows you to download the data to excel format by clicking the (T )
icon.

6. Fail Statistics: Display failure call of query condition.
* On the char, click the red (®) dot to display the Causes of failure.

Cause of failure (15Hour)

Cause of failure Fail

* Excel download: Allows you to download the data to excel format by clicking the ( Fi )
icon.

Daily statistics: It displays statistics table of query condition by days of the selected month.
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2363  Weekly Report

This page shows a weekly report of collected SMDR data.

iPECS Analytics

Weekly Report

Ext. Name.

Key Performance Complet O 9
107,115 106,902 213
Monday 3 01:08:26
B - LS ompiene )
Wee tist Call Result Analysis . @

1. Apply Filter: Input or select data of condition that you want to filter.

* Trunk/Extension: Inquire extension, trunk, or both of them.

* Direction: Inquire outgoing, incoming or both of them.

* Org. Group: Inquire by option which manager set such as user.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for

example,

1,2,3-5.

* Ext. Name: Inquire inputted name

» Date: Inquire data by date.

2. Key Performance: It displays key metrics of calls with the filtered condition.

3. Complete: Display completion rate of calls with filtered condition.
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4. Summary chart: Display comprehensive chart of query condition.
5. Daily statistics: It displays statistics table of query condition by days of the selected week.
* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the (-=) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the

(=) icon.

* Excel download: Allows you to download the data to excel format by clicking the (T )
icon.

6. Fail Statistics: Display failure call of query condition.
* Onthe char, click the red (*) dot to display the Causes of failure.

Cause of failure (15Hour)

Cause of failure Fail

* Excel download: Allows you to download the data to excel format by clicking the ( Fi )
icon.
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2364 Monthly Report

This page shows a Monthly report of collected SMDR data.

iPECS Analytics

(ol -
Monthly Report
Key Pes Complete .
1 2,276,734 12,267,634 9,100
Feb 09:59:59
Monthi Call Result Analysis ‘@F

1. Apply Filter: Input or select data of condition that you want to filter.

* Trunk/Extension: Inquire extension, trunk, or both of them.

* Direction: Inquire outgoing, incoming or both of them.

* Org. Group: Inquire by option which manager set such as user.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for

example, 1,2,3-5.

« Ext. Name: Inquire inputted name.
« Date: Inquire data by date.

2. Key Performance: It displays key metrics of calls with the filtered condition.

3. Complete: Display completion rate of calls with filtered condition.

4. Summary chart: Display comprehensive chart of query condition.
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5. Monthly statistics: It displays statistics table of query condition by months of the selected
year. If you click a year, it moves to monthly report page of the selected year.

* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the (-=) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the

(=) icon.

* Excel download: Allows you to download the data to excel format by clicking the ( Fi )
icon.

6. Fail Statistics: Display failure call of query condition.
* On the chart, click the red (#) dot to display the Causes of failure.

Cause of failure (15Hour)

Cause of failure Fail

* Excel download: Allows you to download the data to excel format by clicking the (T )
icon.
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2.3.7 Customer Reports
This section provides a customer-based call activity. You can filter for call activity in a specific
period, number, and contact name. When you click the 'Data Management > Customer >
Customer setting' on the main menu, you can set up a customer list. Trunk transferred call is
included. (Trunk transferred call is transferred call by extension after answering.)
2371 Customer Summary
This page shows the total call each customer (Dial Digit) number about collected SMDR data.
Contact Name that is displayed can be edited on Data Management.
278 25 283 29 024SM 000042
1. Apply Filter: Input or select data of condition that you want to filter.
* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.
* Ext. Name: Inquire inputted name.
* Customer Number: Inquire inputted number.
* Customer Name: Inquire inputted contact name.
» Date: Inquire data by date.
2. Key Performance: It displays key metrics of calls with the filtered condition.
3. Summary Table: It displays the filtered data. If you click a number, it moves to customer call
list page.
* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( ~ ) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
(™) icon.
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* Excel download: Allows you to download the data to excel format by clicking the (T )
icon.

* Rows: Allows you to change the count of rows per page on list by clicking the
( FTEE Yy jcon.

» Set item: Allows you to set items to show or not on the table by clicking the ( ,:) icon.
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23.7.2  Customer Details
This page shows call history each customer (Dial Digit) about collected SMDR data. (Contact

Name that is displayed can be edited on Data Management.)

= O = ]
Custormer Details
Filter :2021-08-17 00:00 - 2021-08-17 2359 -
Extension © Ext. Name Customer Number Customer Name
Date
2021-08-17 00:00 - 20210817 23:59 -
 Add la Fav e
m s wrovonne A Reset
Report detail 0 = -
Showing 110 10 of 57 entries [@ | Show10rows @
Customer Number ~ Customer Name  Extension Ext. Name Date/Time DDl TalkTime  Ring Time Call Type Groupname  GroupType  Trunk Missed
01080561005 1003 1003 20210817 14:38:16 000002  00:0006  Trunk/Outgoing
01080561004 AMA 1002 1002name name  2021-08-17 14:38:16 000002 00:0001 Trunk/Inconing HG1 HUNT
01080561004 AAA 1001 1001 name 20210817 14:37:58 000000 000003  Trunk/incoming fail HG1 HUNT Direct
01080561004 AAA 1002 1002name name  2021-08-17 14:37:58 000000 000003  Trunk/incoming fail HG1 HUNT Direct
01080561004 AAA 1011 1071 sip 2021-08-17 14:37:58 000000 000003  Trunk/Incoming fail HG1 HUNT Direct
(1080881005 1003 1003 20210817 14:37:58 000000 000008  Trunk/Outgaing fai
(1080861005 1003 1003 20210817 143721 000003 00:00-09 Trunk/Outgoing
0108061004 AdA 1002 1002namename 20210817 143721 000003 000004  Trunk/incoming HE 1 HUNT
01080561004 AaA 1001 1001 name 20210817 121623 000002 00:00-00 Trunk/Incoming HE1 HUNT
01030561004 AR 1002 1002neme name  2021-08-17 12:16:11 000072 00:0001 Trunk/Incaming -
First | Previous | Page I:I of6 | Nem | Last

1. Apply Filter: Input or select data of condition that you want to filter.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.
* Customer Number: Inquire inputted number.
* Customer Name: Inquire inputted contact name.
* Date: Inquire data by date.
2. Key Performance: It displays key metrics of calls with the filtered condition.
3. Report detail: It displays the filtered data.
* Schedule settings: Allows you to register the current page to mail sending schedule by
clicking the ( © ) icon.
* Mail sending: Allows you to send the data displayed on the page to mail by clicking the
( = )icon.
. Excel download: Allows you to download the data to excel format by clicking the ('-_P- )
icon.
* Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) icon.

* Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.
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2.3.7.3

Area

This section provides an area-based call activity. You can filter for call activity in a specific period,
area number. When you click the 'Data Management > Area >Area setting' on the main menu,

you can set up an area list.

This page shows the total call each region about collected SMDR data. The region that is
displayed can be edited on Data Management.

Avg To
Total Calls Outgoing Incoming Talk Time Talk Time

1. Apply Filter: Input or select data of condition that you want to filter.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.
* Area: Inquire inputted area.
» Date: Inquire data by date.
2. Summary Table: It displays the filtered data.

* Schedule settings: Allows you to register the current page to mail sending schedule by

clicking the ( ~ ) icon.

* Mail sending: Allows you to send the data displayed on the page to mail by clicking the

(=) icon.

* Excel download: Allows you to download the data to excel format by clicking the ('-_R )

icon.

* Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) Icon

» Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.
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24 Data Management

You can set the DDI, Customer, and Area provided in the Reporting menu.

241 User
It displays synchronized user information from EMS.

2411  User information
This page shows synchronized user detail information from EMS.

User Information

Filter

1. Apply Filter: Input data of condition that you want to filter.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Ext. Name: Inquire inputted name.
* User Type: Inquire a selected user type.
» Direct Dial Call Number: Inquire by entered number.
» Device: Inquire inputted device.
2. Table: It displays the filtered data.

* Excel download: Allows you to download the data to excel format by clicking the ('-_‘“- )
icon.

* Rows: Allows you to change the count of rows per page on list by clicking the

( Show 10 rows ) icon.

» Set item: Allows you to set items to show or not on the table by clicking the ( :') icon.
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2412  User group setting
This page shows synchronized user detail information each group.

User Group Setting

User Group 1 - User list

Extension O Name User Type Direct Dial Call Number
Ext. Name

All user list

Filter

1. User Group: Thereare 3buttons (~ ) which you can use to set a User group, and each button
can be used as described below.

+ Add group: Clickicon ( * ), popup page to add data will be opened.

Group name

# You can only register up to 50 groups Apply

+ Edit group name: Click icon ( “ ), popup page to edit group name will be opened.

Group name

User Group 1

3 You can only register up to 50 groups. Apply

* Delete group: Delete data to be selected.

2. Apply Filter: Select group that you want to filter.

* Extension: Inquire extension number can use comma (,) and hyphen (-) to filter, for
example, 1,2,3-5.

* Name: Inquire inputted name.
» User Type: Inquire a selected user type.
» Direct Dial Call Number: Inquire by entered number.
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» Device: Inquire inputted device.
3. Table: It displays the filtered data

* Excel download: Allows you to download the data to excel format by clicking the (T )
icon.

* Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) |C0n

* Set item: Allows you to set items to show or not on the table by clicking the ( F:) icon.

* Delete extension information which is registered: Allows you to delte the selected row
by clicking the ( ) icon.

4. Ifyou click () after select extensions to add on list, they are added at the group.
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242 Area
You can manage the area for Area Reports.

NOTE Area Reports are displayed based on the area list.

2421  Areasetting
This page sets an area for marking the report of total call each region. After setting region, the
collected SMDR data are displayed to total call each region.

iPECS Analytics E C O 2 ]

Area Setting

Filter

DATA MANAGEMENT

k
+
=]

1. Apply Filter: Input data of condition that you want to filter.
* Area: Inquire inputted area.
* Area Name: Inquire inputted area name.

2. Table: It displays the filtered data.

* Excel upload: Excel file is uploaded using the icon ( i ).

* The excel file format can download from the system by clicking the icon ( = ), and add
the data to the excel file then upload it to the system.

3. Addition: If you click ( ¥ ), the popup that can add a region is opened.

* Excel download: Allows you to download the data to excel format by clicking the (_n )

icon.
* Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) |Con

» Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.
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2.4.3 Customer
You can manage the contact names that appear in Customer Reports.
2431  Customer setting
This page edits a name for displaying Contact Name which is used Customer Call Activity and
List calls by customer.
iPECS Analytics CAN O =]
[ oo |
1. Apply Filter: Input data of condition that you want to filter.
* Customer Number: Inquire inputted number.
* Customer Name: Inquire inputted contact name.
2. Table: It displays the filtered data.
* Excel upload: Excel file is uploaded using the icon ( L ).
* The excel file format can download from the system by clicking the icon ( = ), and add
the data to the excel file then upload it to the system.
+ Addition: If you click ( ¥ ), the popup that can add a region is opened.
* Excel download: Allows you to download the data to excel format by clicking the (m )
icon.
* Rows: Allows you to change the count of rows per page on list by clicking the
( Show 10 rows ) icon.
» Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.
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2.4.4 DDI

You can manage the DDI names that appear in DDI Reports.

2.4.4.1 DDI setting
This page edits a name for displaying DDI Name which is used DDI Call Activity and List calls by

DDI.

iPECS Analytics C O = ]

1. Apply Filter: Input data of condition that you want to filter.

Number: Inquire inputted number.

Contact Name: Inquire inputted contact name.

2. Table: It displays the filtered data.

Excel upload: Excel file is uploaded using the icon ( + ).

The excel file format can download from the system by clicking the icon ( = ), and add
the data to the excel file then upload it to the system.

Addition: If you click ( ¥ ), the popup that can add a region is opened.

Excel download: Allows you to download the data to excel format by clicking the (m )
icon.

Rows: Allows you to change the count of rows per page on list by clicking the

( Show 10 rows ) Icon

Set item: Allows you to set items to show or not on the table by clicking the ( :]) icon.

iPECS Analytics Customer Guide — Issue 1.1

63



25 Favourite(Favorite)
This section describes the procedure for registering and using Favourites(Favorites). The
favourite(favorite) feature is very similar to a bookmark in a browser and allows users to register
a frequently used menu and access it easily.

NOTE Only up to 10 Favourites(Favorite) can be registered.

25.1 Add to favourite(Favorite)
1. Go to the menu to register in Favourite(Favorite).

iPECS Analytics C I O < ]
COMPANY SUMMARY Call Detail
ST Filt
Showing 1 10 10 of 450, g @ m
Reseller Customer Tenant Extension ExtName  Colerid  Callername Access Code DighBefore Comert Digh Ater Convert  Trunk No. Gl Result Call ResuftDetall  Gal
s 10430 Complte 202
2480103 1 2410
i 10570 complete 02
STEaaS 4 20 Complete 202
024006277 1080 Complete 202
S2ac0erT? , 10410 m
02400617 10330 Complete 202
024006077 7 1028 © 202
024006077 10300 Complete 202
024006476 ? 10360 Compiete m
a0 e

2. Open the upper 'Apply Filter' and set the Filter item to apply (if necessary).

Call Summary

Filter :2021-03-26 00:00- 2021-03-26 23:5% -

Trunk/Extension * Report Period Type * 0rg. Group Extension €
Trunk - Hourly statistics - Al -
Ext. Name Access Code € Date”

2021-03-26 00:00-2021-03-26 2359 -

W Add to Favourite 4 Reset Q Apply

3. Click the Add to favourite(Favorite) ( *#“*° @ ) putton in the lower-left corner of the
Apply Filter area.

Call Summary

Filter :20271-03-26 00:00- 2021-03-26 23:59 -
Trunk/Extension * Report Period Type * 0rg. Group Extension €

Trunk - Hourly statistics - Al -

Ext. Name Access Code € Date”

2021-03-26 00:00-2021-03-26 2359 ~

# Add to Favourite |4 Reset Q Apply
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4. Favourite(Favorite) Add popup window appears, enter the name to register and click Apply

() button.

Favourite add

Name

% Only @ maximum of 10 can be registered.

5. Left Favourite(Favorite), registered Template appears in the submenu.

iPECS Analytics

DASHBOARD
REPORTING
DATA MANAGEMENT

FAVOURITE

SETTINGS
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2.6 Settings
This session provides schedule management and preferences for using iPECS Analytics.
26.1 Schedule Manager
This page shows registered schedule in report menu on Analytics.
iPECS Analytics = L ol )
Schedule Manager
Filter
Report list > admin DAY REPORT TASK.
1. Apply Filter: Input data of condition that you want to filter.

* Type: Select public/private type of a schedule.

* Task Name: Inquire by inputted task name.

* To: Inquire by inputted receiver’'s mail.

* CC: Inquire by inputted mail of CC.

* Run Interval: Select run interval of a schedule.

» User ID: Inquire by inputted user ID.

* Usage: Select usage of a schedule.

2. Schedule List: It displays the Schedule data of inquiry. Report list is activated if a schedule
is clicked.
+ Schedule Information Addition: If you click ( ¥ ), the popup that can add user
information is opened.
66
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Public type

Select

Task Name

cc

Run Interval *

Select

Date -

2019-01-07

Time "

09:00

(c]

Usage

Select

Note

g

[conce | cony

Public Type: Select availability. (Required)
Task Name: Input task name. (Required)

To: Input mail address of receiver. (Required) Various mail address are inputted using
the semicolon (})

CC: Input mail address of CC Various mail address are inputted using the semicolon (;)
Run Interval: Select interval that schedule mail will be sent

Date: Select date that mail will be sent

Time: Select time that mail will be sent

Usage: Select usage of a schedule

Note: Input content about a schedule

+ Schedule information edition: If you click ( < ), the popup that can edit schedule
information is opened.

* Excel download: Allows you to download the data to excel format by clicking the (T )
icon.

* Rows: Allows you to change the count of rows per page on list by clicking the

(

Show 10 rows

) icon.

* Set item: Allows you to set items to show or not on the table by clicking the ( F:) icon.

* Delete extension information which is registered: Allows you to delte the selected row
by clicking the ( ® ) icon.

3. Report List: It displays the report data of inquiry.
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2.6.2

26.21

Environment setting
This page provides environment setting function to use IPECS Analytics .

iPECS Analytics = - &0

Environment Setting

Target Response Time & 5C
Valid time of return call @ 15

DB Synchronization &

Customer settings
This section provides the function that set response time for customer.

Logo image € | ® i 0

Upload image

Delete jg
Target Response Time €@ | 30 Sec ¢—

valid time of return call @ | 15 Min ‘——9

DB Synchronization @ | ‘

+ Save

1. Logo Image: If you upload an image from the "Environment setting" menu, the logo at the
top of the screen will change.

2. Target Response Time: Input target response time.

* If an incoming call is received within the response time, it is counted as '‘Answered in
Target' in the call activity.

3. Valid time of return call: Returned call checking time. Consider returned call if call back is
done within this time after the call is released by the caller and considered missed call.

4. DB Sync: Click the Synchronization Excute button to get the user and extension
information of iIPECS EMS.

* Sync will run automatically every day. If you're having any of the following issues, click
the Synchronization Excute'button.

— If the iPECS EMS user can not login.
— If the IPECS EMS extension is not found.

» Synchronized users and extension information can be viewed from the 'Data
Management' menu.
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Appendix A:

Glossary

This appendix describes the terms used in the IPECS Analytics.

The following table is a glossary that defines or explains the terms used in iPECS Analytics. The

Trunk transferred call—lt is transferred call by extension after answering.

Item Definition

Abandoned Number of calls that were disconnected before ringing at an
extension (Calls with Queuing Time but no Ring Time)

Agent name Name of agent for ACD / HUNT group

Answered Number of calls that were answered. Includes external trunk

and internal call both

Answered in Target

Number of calls that were answered in target answer time

Available Number of agents that are idle and ready to take a call for ACD /
HUNT group
Avg. hold time Average hold time that the caller placed the call on hold. Only trunk

call

Avg. incoming talk time

Average duration of the talk time of all successful incoming calls

Avg. outgoing talk time

Average hold time that the caller placed the call on hold. Only trunk
call

Avg. Ring Time Average duration of ringing before answering incoming calls
Avg. Talk Time Average duration of the talk time of all successful calls
Avg. talk time Average wait time before answering incoming calls

Avg. wait time for missed

Average wait time for missed calls

Bounced Rerouting call for Night/Holiday, Queue overflow, Agent no answer
in ACD group

Break Number of agents that are on break for ACD group

Break time Cumulative duration of break time

Busiest Time Busiest time with the highest number of calls
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Item Definition

Busy Number of agents that are currently on a call for ACD / HUNT
group

Call Direction Indicates the direction of the call as incoming or outgoing

Call End time End time of the call

Call Result The result of call - complete or incomplete

Call Result Detail

The detailed reason for call completion / Incompletion

Call Start time

Start time of the call

Call Type Incoming, outgoing or both
Caller ID Caller number
Caller Name Caller name

Calls in Queue:

Total number of calls in the queue to be answered for ACD group

Complete Number of success calls - incoming, outgoing. (Complete is same
as "Answered")

Customer name Caller name

Customer number Caller ID

Date/Time Date/time of call

DID The direct inward dialing number

Ext. Name The user extension name

Extension The user extension number

GOS (Grade of Service) GOS is an abbreviation for Grade of Service is the total calls
answered within the target response time over total calls offered.

Group name Hunt Group or ACD Group name

Group number

Hunt Group or ACD Group humber

Group type Type of group: Hunt or ACD group

Hold time The length of time that the caller placed the call on hold. Only
trunk call

Incoming Number of incoming calls received from the outside (trunk call)

Incomplete Number of failed calls - incoming, outgoing.
Not answered the call with any reason like DND, BUSY, No
answer, Vacant number (incorrect number)

Internal Number of calls from one extension to another extension
(Ext. A to Ext. B is counted as 2 internal call and one is for Ext.A,
another is for Ext.B)

Live calls Number of calls currently in progress at the time of the report for a
ACD /HUNT group

Logged-in Number of agents that are logged in for ACD group
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Item

Definition

Longest hold time

Longest hold time that the caller placed the call on hold. Only trunk-
call

Longest ring time

Longest ring time before answering incoming calls

Longest talk time

Longest-talk time out of all successful calls

Longest wait time for missed

Longest wait time out of missed calls

Longest wait time today Longest wait time before answering incoming calls

Missed Number of calls that were not answered after ringing at an
extension. Calls with Ring Time information, Include external trunk
and internal calls, include trunk direct and trunk transferred calls.

Number Extension number or external user number who is calling or called

Number of agent

Number of agent for ACD / HUNT group

Offered Count of received call

Org. Group Organization group

Outgoing Number of outgoing calls to the outside (trunk call)

Outgoing Outgoing call. It displays the sum of Trunk, Extension, or Trunk +

Extension according to filter conditions.

PCA (Percentage Calls Answered)

PCA is an abbreviation for Percentage of Calls Answered within the
target response time over total calls answered for the day.

Queue End Time

The time a call exits the Queue

Queue Start time

The time a call enters the Queue

Ring End time

The time a ring ends

Ring Start time

The time a ring starts

Ring Time Duration of ringing before answering an incoming call

Service level Percentage of total answered calls in target answer time over total
incoming calls

Talk time Duration of the talk time of a successful call from the time of

connection to termination (includes the hold time)

Target response time

This is a threshold period within which a user must answer the call
to achieve an exemplary service level. The target answer time can
be set in Settings > Environment setting > Customer settings.

Target Service level

Target percentage of total answered calls in target answer time
over total incoming calls

Total agents

Total number of agents assigned to ACD group

Total calls

Total number of incoming, outgoing, internal, and transfer calls
(Incoming + Outgoing + Internal Call + Transfer)

Total incoming talk time

Cumulative duration of the talk time of all successful incoming calls
from the time of connection to termination (includes the hold time)
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Item

Definition

Total members

Total number of users assigned to HUNT group

Total outgoing talk time

Cumulative duration of the talk time of all successful outgoing calls
from the time of connection to termination (includes the hold time)

Total ring time

Cumulative duration of ringing before answering incoming calls

Total Talk time

Cumulative duration of the talk time of all successful calls from the
time of connection to termination (includes the hold time)

Total wait time

Cumulative duration of waiting time (queuing + ringing time) before
calls are answered or abandoned.

Trunk / Extension

Trunk, extension or both

Trunk Missed To present missed type for trunk calls.
- Direct: Trunk direct call is missed.
- Transfer: Trunk transferred call is missed.
Unavailable Number of members that are not available for ACD / HUNT group

-+ ACD: not ready. Excluding Busy
* HUNT: not idle. Excluding Busy

Unreturned Missed

Unreturned missed calls are unanswered calls that have not yet
been returned. Once the call has been returned, it will no longer
appear on a report as unreturned. (Trunk call only, include trunk
direct and transferred calls.)

Wait time Duration of waiting time (queuing + ringing time) before a call is
answered or abandoned.
Wrap-up Number of agents that spends doing follow up tasks to complete a

customer interaction
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Appendix B:
Useful Information

This chapter provides information on the open source software used in the IPECS Analytics.

Open Source Softwares used in this product are listed as below. You can obtain a copy of the
Open Source Software License from Ericsson-LG Enterprise Web site, http://www.ericssonlg-
enterprise.com. Ericsson-LG Enterprise reserves the right to make changes at any time without

notice.

Open Source

License

Spring Framewark

Apache License, Version 2.0

Quartz

Apache License, Version 2.0

C3p0:JDBC DataSources/Resource Pools

Apache License, Version 2.0

Mybatis Apache License, Version 2.0
PostgreSQL JDBC 2-Clause BSD License

JSON Library Apache License, Version 2.0
Ezmorph Apache License, Version 2.0
Jackson Apache License, Version 2.0
JSON simple Apache License, Version 2.0
ISO Parser Apache License, Version 2.0

AspectJ Runtime

Eclipse Public License 1.0

Apache Commons

Apache License, Version 2.0

Apache Http Apache License, Version 2.0

Apache Log4j Apache License, Version 2.0

SLF4J MIT License

log4sql Apache License, Version 2.0

JUnit Eclipse Public License 1.0

JavaMail API Common Development and Distribution License

GNU General Public License v2.0

JavaBeans(TM) Activation Framework

Common Development and Distribution License 1.0

Apache PDFBox

Apache License, Version 2.0

Apache FontBox

Apache License, Version 2.0
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Open Source

License

Guava: Google Core Libraries For Java

Apache License, Version 2.0

Apache Commons CSV Apache License, Version 2.0

JSoup Java HTML Parser MIT License

XmiBeans Apache License, Version 2.0

StAX API Apache License, Version 2.0

Apache POI Apache License, Version 2.0
Dom4J BSD License

XML APIs Apache License, Version 2.0

Gson Apache License, Version 2.0

Sitemesh Apache License, Version 1.1

JSch BSD License

Apache Ant Apache License, Version 2.0

SNMP4J Apache License, Version 2.0

SIGAR Apache License, Version 2.0

Boxable Apache License, Version 2.0

Font Awesome CC BY 4.0 License (Icons) / SIL OFL 1.1 (Fonts)

Bootstrap MIT License

canvas2image MIT License

canvg MIT License

Chart MIT License

countUp MIT License

datatables MIT License

daterangepicker MIT License

ExCanvas Apache License, Version 2.0

fastclick MIT License

Flat Ul MIT License

FullCalendar MIT License

Holder MIT License

html2canvas MIT License

htmi5shiv MIT License

iCheck MIT License

iframe-content MIT License

imagesLoaded PACKAGED MIT License

lon.RangeSlider MIT License

jQuery plugins MIT License

74

iPECS Analytics Customer Guide — Issue 1.1



Ericsson-LG Enterprise offers to provide you with open source code on CD-ROM for a charge
covering the cost of performing such distribution, such as the cost of media, shipping and
handling upon email request to Ericsson-LG Enterprise at opensource@ericssonlg.com.

This offer is valid for a period of three (3) years from the date of the distribution of this product by
Ericsson-LG Enterprise.
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The contents of this document are subject to revision without notice due
to continued progress in methodology design and manufacturing.
Ericsson-LG Enterprise shall have no liability for any error or damage of
any kind resulting from the use of this document.
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