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Jouspevdujpo 

Splicecom Vision is a web based application suite developed from the ground up by Splicecom to work 
with the Splicecom system ƿ and to only work with the Splicecom system.  Utilising the latest AJAX 
and Web 2.0 technologies, Vision has been designed to deliver business critical information, in an easy 
up!voefstuboe!nboofs-!xifsfwfs!boe!xifofwfs!juǃt!offefe/!Wjtjpo!pggfst!three services; Reports 
(historical), Recording (capture) and Live (real-time). 
 
Vision collects the call data from the Splicecom system and provides you with the ability to view this 
live via a wallboard, historically in simple lists or analysed via graphical reports and charts.  Vision will 
also collect call recordings and give you the ability to listen and download these files.  
 
Vision Call Centre is an additional aspect of the Vision software which may or not be activated on your 
system.  If you are not sure please refer to your system administrator for further information.  This 
software will help you to deliver outstanding customer services to those calling your business by 
providing advanced call routing capabilities and additional user software, and give you an in-depth view 
of how your Inbound Call Centre is performing.  

About this manual  

This manual contains all that you need to know to operate the user aspects of the Vision software when 
being run in conjunction with a Splicecom system.  If you require further information  on Vision, please 
refer to your system administrator.  

Your Manager Account  

This manual assumes that a Manager account has been set up for you on the Vision server.  This 
account will give you access to the Vision Portal which will enable you to analyse the call data collected 
by the Vision server.  You will require your Manager account User Name and password to log on to the 
Vision portal, please refer to your system administrator for these details.  
 
Once you have opened the Vision Portal, as described in the Vision Portal section from page 6, the 
buttons at the top will give you links to the facilities you  are able to access, such as Reports, Logs, 
Wallboards, and so on.  This list will depend on the rights given to your Manager account.  All the 
facilities available in the Vision Portal are explained in this manual, however if the relevant link is not 
available to you please refer to your system administrator for further details.  
 
Your Manager account will also determine the call data you have access to, this will either be for all 
Users and Departments or for specific Users and Departments on your system.  Plus determine whether 
zpv!dbo!efmfuf!uijt!ebub!xifo!b!dvtupnfs!sfrvftut!ǆuif!sjhiu!up!cf!gpshpuufoǇ-!gps!fybnqmf.  
 
If your Manager account has been given the Configure Managers rights you will have additional 
configuration facilities available to you as explained throughout this manual.   
 
For your information - the entire Vision server is managed and controlled by an Administrator account 
that has access rights to all aspects of Vision.    Please refer to your system administrator if you require 
further information.  

Terminology  

The following describes the meaning of the terminology used on a Splicecom and Vision system which 
will help you to understand the call data provided by Vision and how this is analysed in the reports.  
Please refer to your System Administrator for further details on how your system is configured.  
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User 

A User is an account on the Splicecom system.  This account will be used in most scenarios to allow a 
member of staff to use telephone functionality provided by the Splicecom system and use a telephone 
handset or software.  A User account will be configured with a Display Name (in most instances 
matching tif!nfncfs!pg!tubggǃt!obnf*, extension number and a DDI number, if external calls are to be 
directed to this User. 

A User account can be assigned to a specific phone if, for example, that member of staff sits at the 
same desk and uses the same phone for the majority of their working day, however, that User can log 
on to other phones on the system if required.  All their User settings, such as speed dials, will be 
available and their calls will be redirected to the new handset.  If a User account is not assigned to a 
tqfdjgjd!qipof!uijt!Vtfs!xjmm!cf!ǆipu!eftljohǇ-!jo!puifs!xpset!mphhjoh!po!up!bo!bwbjmbcmf!qipof!xifo!jo!
the office and taking calls .  Again, all their User settings and calls will be directed to the phone they are 
logged on to. 

Each User can enter their personal numbers, such as mobile number and home number, into their 
account which enables colleagues to easily find these numbers on the directory and call them when 
they are out of the office .  When the User rings into the office from eg their mobile, the incoming 
number will be matched in their User account and their User name will be displayed and stored with the 
call data. 
 

Groups 

Groups are used on a system to collect together Users who have a similar job function, eg Sales Group, 
or similar skill, eg French Group.  So, for example, if calls to the main company number are to be shared 
among the receptionists, a Group called eg Reception Grp would be created on the Splicecom system, 
or if staff in a call centre were answering customer service calls, a Group called eg Cust Serv Grp would 
be created, and so on. 
 
The members of a Group can be configured to join the Group by logging in and out of the Group when 
required. This is useful when a supervision may want to join a Group to help with calls during a busy 
period or to allow a User to stop receiving calls when they have some administration to complete, for 
example.  The Users can do this via their Navigate Pro software or PCS 5xx IP Phone. 
 
A Group is then assigned to a Department as explained below. 
 

Departments 

A Department on a Splicecom system is used to determine how calls are to be routed to a Group, for 
example, the Catalogue Sales Department routes calls to the Sales Group.  A Group can be assigned to 
multiple Departments and a User can be assigned to multiple Groups which means a User may receive 
calls for more than one Department.  Each Department will have a Name, an extension number and a 
DDI number, if external calls are to be directed to this Department.  The Department will determine in 
which order calls are presented to the members of the Group and what will happen to calls when all the 
members are busy, not at their desk or gone home for the day.  While a call is waiting to be answered 
the caller will be placed in a queue and can be played announcements and hold music while they wait. 
 

Wrap Up Time 

A Department can be configured with a Wrap Up Time whereby, after a User has finished a call to the 
Department, a certain amount time must elapse before this User can take another call.  This is useful 
when administration tasks need to be completed at the end of a call.  
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Contacts 

The Splicecom system can store a database of contact details for external customers, suppliers, 
business associates, and so on.  This is called the Contacts database and each entry is called a 
Dpoubdu/!!Uiftf!Dpoubdut!dbo!tupsf-!fh!uif!dvtupnfsǃt!ufmfqipof number, mobile number, company 
name, address, job title and so on.  These numbers will then be used by the system to match with 
incoming CLI, if presented.  If a match is found the Contact name is displayed on the phone receiving 
the call and stored with the call data.  These entries can also be utilised by a User to speed dial the 
number required and again the Contact name is stored with the call data.  This means that calls from, 
for example, important customers can be easily identified and then how thos e calls were handled can 
be analysed via Vision. 
 

Caller Line Identification  (CLI/CLID) 

CLI is a service supplied by most phone line providers, whereby your phone number is transmitted when 
you make a phone call.  If a caller to your company presents their CLI with the call and this is matched 
jo!uif!Dpoubdut!ebubcbtf!)eftdsjcfe!bcpwf*!uijt!dbmmfsǃt!obnf!xjmm!cf!ejtqmbzfe!po!zpvs!qipof!boe!
stored with the call data.  
 

Companies 

Companies is a feature of the Splicecom system when the system is used by multiple businesses in an 
office building.  This feature enables Users, Departments and Contacts to be assigned to a Company so 
that the phone directories only display the relevant User, Departments and Contacts.  This also ensures 
that Vision Managers only view the call data relevant to their company.  If you do not share your 
business premises or Splicecom system with another company then this feature will not be relevant, 
otherwise please refer to your system administrator for further information.  
 

Vision Call Centre Terminology  

Agent 

An Agent is a User that has been configured to operate within the Vision Call Centre software and 
therefore can be monitored via the Supervisor Console, Vision Call Centre reports, wallboards and so 
on. 
 
An Agent can be logged on to a handset but not necessarily logged in as an Agent within the Call 
Dfousf/!!Uijt!jt!dpouspmmfe!fjuifs!wjb!uif!Bhfouǃt!Bvup!Bhfou!Mphjo setting (please refer to your System 
Administrator for further details) or manually via Navigate Pro.   When a User is not logged on as an 
Agent the User operates as a standard user of the telephone system, ie receives calls to their extension 
and receive calls via Departments not configured as Queues.  When the User is logged on as an Agent 
the User will also receive calls via the relevant Queues. 
 

Queues 

A Queue is a Department that has been configured to operate within the Vision Call Centre software.  A 
Queue will be configured to distribute calls either to the longest idle Agent or to the least busy Agent 
first.   
 
Groups that will be assigned to a Department configured as a Queue are configured so that Agents join 
the Group by logging in and out as required.  An Agent can be logged in and out of a Group via the 
Supervisor Console software.  Agents can do this themselves via the Agent Portal software, as well as 
via their Navigate Pro software or PCS 5xx IP Phone.  However, in some configurations, this ability for 
the Agent to log themselves in and out of a Group via their own handset or software may be disabled 
(please refer to your system administrator for further details) . 
 
Where an Agent is receiving calls via multiple Queues, a Queue can be given a priority so that calls to 
this Queue will be presented to Agents before calls to the other Queue(s). 
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Call Centre Calls 

For reporting purposes a call centre call is a call that has been routed via a Queue and answered by an 
Agent. 
 
An Agent is still a User on the system and therefore can operate as a standard user of the system, ie 
receive calls to their extension and make calls, if required.  The User can also receive calls from a 
Department not conf igured as a Queue.  All these would be non-Call Centre calls, in that they are not 
routed via a Queue and hence the Call Centre software. 
 

Completion Codes 

A Queue can be configured with Completion Codes tvdi!bt!ǆPsefs!UblfoǇ-!ǆMfwfm!2!ForvjszǇ-!fud!xijdi!
an Agent can select from the display on their Agent Portal, Navigate Pro software or PCS 58x, 57x, 56x 
IP Phone.  These codes are displayed during the Wrap Up time configured for the relevant Department .  
The number of times these codes are selected can then be analysed via the Vision Call Centre reports. 
A Completion Code can also be configured with an Extended Wrap Up Time if a particular code requires 
a longer time for the Agent to complete the necessary administration.  
 

Blacklisting  

An Agent will be placed in a blacklisted state if he/she fails to answer a specified number of 
consecutive calls  (default 3 calls) .  If blacklisted the Agent will not receive any calls for a specified 
amount of time (default 5 mins)  unless manually put into a waiting state via the Supervisor Console.  
Please note that the Agent will be blacklisted again if he/she does not answer the next call, this will 
continue until the Agent answers a call.  The number of consecutive unanswered calls that will blacklist 
an Agent can be configured for each Queue and the amount of time an Agent will be in the Blacklist 
state can be configured for each Agent. 
 

Not Available Codes 

The Wjtjpo!Dbmm!Dfousf!tpguxbsf!dbo!cf!dpogjhvsfe!xjui!Opu!Bwbjmbcmf!Dpeft!tvdi!bt!ǆBu!MvodiǇ-!ǆJo!b!
nffujohǇ-!ǆEpjoh!qbqfsxpslǇ-!boe!tp!po/!!Uiftf!dbo!uifo!cf!tfmfdufe!cz!Bhfout!wjb!uifjs!Bhfou!Qpsubm!or 
Navigate software to indicate why they are unable to take calls.  Once selected this code will be 
displayed in the Supervisor Console.  When an Agent has selected a Not Available Code that User will 
not be presented with calls via their Queue(s), however they will still receive calls via their extension 
number and DDI number.  A Not Available Code can also be configured to enable Do Not Disturb for 
that User when the code is selected.  Supervisor only Not Available Codes can also be created whereby 
the code can only be selected for the Agent via the Supervisor Console. 
 

SLA 

Service Level Agreement (SLA) Levels determining how quickly a call should be answered and how long 
that call should be handled can be entered within the Vision Call Centre software.  These SLAs are then 
used to analyse the call handling performance by the business.  Please refer to your system 
administrator for further details.  
 

Supervisor Console 

The Supervisor Console is a web based application that allows a Vision Manager to monitor Agents and 
Queues in real-time, displaying, for example, details of an Agents current call, Login duration, number of 
calls not answered, calls to a Queue waiting to be answered, and allowing the Supervisor to boost the 
priority of a call.  An Agent can request help via their Agent Portal or Navigate Pro software and this will 
be flagged within this software enabling the supervisor of the Call Centre to respond.  For further 
information please refer to the Vision Call Centre Supervisor Console User Manual. 
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Agent Portal  

The Agent Portal is a web based application that allows a User to monitor their own call data, log 
themselves in and out of Groups and select Not Available codes.  The User must be configured as an 
Agent to use this software.  
 

Navigate Pro 

Uijt!tpguxbsf!bqqmjdbujpo!dbo!cf!svo!po!b!Vtfsǃt!QD!fjuifs!bt!b!tpgu!qipof!ps!bt!b!qbsuofs!up!uif!Vtfsǃt!
handset and allows the User to control their telephone handset via their PC and to configure their User 
settings.  
 
If the User is also an Agent, their call statistics will be displayed and he/she can log in and out of 
Groups, select Not Available Codes and Completion Codes. 
 

Web Partner 

Uif!Xfc!Qbsuofs!tpguxbsf!jt!svo!wjb!b!xfc!cspxtfs!boe!qbsuofst!uif!Vtfsǃt!iboetfu-!fobcmjoh!uif!Vtfs!
to handle calls, make calls and set their User configuration via a browser. 
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Wjtjpo!Qpsubm 

The Vision Portal is used to view all call logging information, listen to recordings, create reports and 
reporting groups, create wallboards, create Manager accounts and set up the use of the WebPartner 
application.  
 
The Vision Portal can be accessed on a PC connected to the Vision Server via the following link:  

http:// [ip address of vision server]/vision   eg http:// 10.0.4.150/vision  
 
You will be requested to enter your User Name and password.  These will be the log in details for the 
Manager account set up for you on the Vision server.  Please refer to your System Administrator for 
further details.  
 
Once the Vision portal is open the My Reports page will be automatically displayed with further options  
available at the top. 
 

 
 

Managers 

If you have been given the rights to create Manager accounts on the Vision server the Managers option 
will be available within Settings.   Please refer to your system administrator for further details.  
 

Mobility  

If you have been given the rights to enable the use of the Web Partner for your colleagues the Mobility  
link will be available within Settings.  Please refer to your system administrator for further det ails. 
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Dbmm!Mpht 

The Call Logs button at the top right of the Vision port will give links to four 
pages that can be used to view the call data. 

Status & History  

The Status & History link within the Call Logs button will display live call 
logging for the system. This page will update every 30 seconds and display 
up to 30 calls.  The most recent calls are displayed at the top.  This data can be copied and pasted into 
another document, for example, MS Excel. 
 

 
 
Date = this column will display t he date and time the calls was made or received. 
 
Source Name = this column displays for 
Outgoing calls - the name of the User who made the call  
Incoming calls - the name of the external contact the call has been received from (if the Source Number 
has befo!nbudife!jo!uif!Dpoubdut!ebubcbtf*-!uif!Bsfb!Dpef!obnf!)jg!uif!Tpvsdf!Ovncfsǃt!bsfb!dpef!jt!
matched in the Area Codes list in the system database) or the name of the User ringing from a number 
stored in their User configuration.  If no match was found th e entry in this column will be blank. 
 
Source Number = this column will display either the extension number of the User who made the call or 
the incoming CLI received with this call. 
 
Destination Name = this column will display  
Internal calls ƿ the name of the User or Department the call was made to 
Outgoing calls ƿ the name of the external contact dialled (if the number dialled is matched in the 
Contacts database). 
Incoming calls - the name of the User or Department the call was made to. 
 
Destination Number  = this column will  display the number dialled. 
Internal calls ƿ the extension number of the User or Department the call was made to 
Outgoing calls - the external number dialled.  (Please note that if the Destination Name field contains a  
User Name and this field contains an external number, the User in the Destination Name field has 
forwarded their calls to this number  or one of their personal numbers, ie mobile/home/spare number,  
has been dialled.) 
Incoming calls - the extension number of the User or Department the call was made to 
 
Answered by Number = Internal and incoming calls only.  This column displays the extension number 
that answered the call.  If this matches the Destination Number the User has answered their own call, 
otherwise this will show the extension number of the User that answered a Department call or 
answered a forwarded call or picked up the call. 
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Answered by Name = Internal and incoming calls only.  This column displays the name of the User that 
answered the call.  If this matches the Destination Name the User has answered their own call, 
otherwise this will be the User that answered a Department call or answered a forwarded call or picked 
up the call. 
 
Duration = this will show the amount of time the call was  active, including ringing time. 
 
Connected = this column will show the amount of time from the call being answered to the call ending.  
 
Cost = this will display the cost of the call dependent on the Pricing Scheme being used. 
 

Column Outgoing Call Incoming Call 

Source Name Name of User making the call Name of Contact or User the call 
was received from (if incoming CLI 
matched in the database) 

Source Number Extension number of the User 
making the call 

Incoming CLI received with this call 

Destination Name Name of User/Department/ 
Contact the call was made to (if 
number dialled matched in the 
database) 

Name of User/Department the call 
was made to 

Destination Number The number dialled Extension number of the 
User/Department the call was 
made to 

Answered by Number 
 

The extension number of the User 
that answered the call 

Answered by Name 
 

The name of the User that 
answered the call 

Calls In Today 

A list of the incoming external calls received today can be viewed by selecting Calls In Today from the 
Call Logs button. 

 

The most recent call will be displayed at the bottom.  If a call has been recorded the Speaker icon will 
be displayed on the right hand side of the call. 
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Date & Time The time and the date the call was received. 

Source The incoming CLI received with this call, if presented.  If this CLI is matched in the 
Contacts database the contact name will be displayed with the number.  If the area 
code within the number is matched within the Area Codes list on the system the 
relevant area of the country will be displayed.  If the number is displayed with a User 
name, this indicates that the User made the call from one of their personal numbers, 
ie mobile/home/spare number.  Otherwise no name will be displayed.  

Destination The User or Department name and extension number that the call was routed to. 

Extension The User name and extension number or voicemail that answered the call.  If the 
entry matches the Destination the User answered their own call, otherwise this 
column displays the User that answered the Department call or forwarded call or 
picked up the call. 

Forwarded by Not used 

Ringing The amount of time the call was ringing before it was answered  

Connected The amount of time from the call being answered to the call being ended 

Cost N/A 

 

Call Log Detail 

Further details relating to a call can be viewed by selecting the call within the Date & Time column and 
the following screen will be displayed.  

 

The times represent the total number of seconds.  

Select Back to return to the calls list, or further information can be viewed by selecting Switch to 
engineering view. 
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Calls Out Today 

A list of the all outgoing external calls made today can be displayed by selecting Calls Out Today from 
the Call Logs button. 

 
 
The most recent call will be displayed at the bottom.  If a call has been recorded the Speaker icon will 
be displayed on the right hand side of the call.  If a VAT value has been configured on Vision this 
column will also be displayed. 
 

Date & Time The time and the date the call was made. 

Source The User and extension number making the call. 

Destination The number that was dialled.  If this number is matched in the Contacts database 
uif!Dpoubdu!obnf!xjmm!bmtp!cf!ejtqmbzfe/!!Jg!uijt!gjfme!dpoubjot!b!Vtfsǃt!Obnf!boe!bo!
fyufsobm!ovncfs!uijt!joejdbuft!uibu!pof!pg!uif!Vtfsǃt!qfstpobm!ovncfst-!jf!
npcjmf0ipnf0tqbsf!ovncfs-!xbt!ejbmmfe/!!Bmufsobujwfmz-!jg!uif!Vtfsǃt!obnf!bmtp!
appears in the Forwarded By column this indicates that the User had forwarding set 
and the call was forwarded to the number displayed. 

Extension N/A 

Forwarded by If the call is listed as a result of the call being forwarded to an external number, this 
column will show the User that had forwarding set and caused the call to be 
forwarded. 

Ringing The amount of time the call was ringing before it was answered  

Connected The amount of time from the call being answered to the call being ended 

Cost The cost of the call dependent on the Pricing Scheme used. 
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Call Log Detail 

Further details relating to a call can be viewed by selecting the call within the Date & Time column and 
the following screen will be displayed.  
 

 
 
The times represent the total number of seconds.  

Select Back to return to the calls list, or further information can be viewed by selecting Switch to 
engineering view. 
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Search Calls 

The Search Calls link available via the Call Logs button will open the Call Log Search dialogue box, in 
order to search for specific calls, for example, internal calls made today, calls to a specific extension, all 
calls made last week, and so on.  An asterisk (*) can be used as a wild card. 
 

 
 
Report Period = select the time period for which you wish to search for calls, eg Today, This Month, last 
30 days etc.  If you choose Custom you will need to fill out the Date (from) and Date (to) fields. 
 
Date (from)  = used when Custom is selected in the Report Period field.  This is the start date for the 
time period required in your search. Click on Select Date to pick the start date required. 
 
Date (to) = used when Custom is selected in the Report Period field.  This is the end date for the time 
period required in your search.  Click on Select Date to pick the end date required. 
 
For Company = if the Companies feature is being used on the Splicecom system this list box allows you 
to search for calls to or from Users and Department belonging to a particular Company.  Please note, if 
you are a part of a Company you will only be able to search for Users and Departments belonging to 
your Company. 
 
Time (start)  = to search for calls made or received within a certain time of the day enter the required 
start time here.  This should be entered as, eg 17:00 
 
Time (end) = to search for calls made or received within a certain time of the day enter the required end 
time here.  This should be entered as, eg 20:00 
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Cost Centre = this field will enable a search for all calls relating to a User or Department. Enter here a 
User or Department name.  When a User name is entered the resulting list will display outgoing calls 
made by the User and incoming calls routed to the User, including forwarded calls, and calls answered 
on behalf of a Department.  For a forwarded call the Cost Centre is the User that set the forwarding.  
When a Department name is entered all calls routed to the Department will be listed. 
 
Source Name = to search for calls made by a specific User or received from a specific Contact enter 
either the name of the User who made the calls or the name of the external contact the calls were 
sfdfjwfe!gspn/!!)Qmfbtf!opuf!uif!fyufsobm!dpoubduǃt!jodpnjoh!DMJ!nvtu have been matched in the 
Contacts database at the time of the call.)  
 
Source Number = to search for calls made by a specific extension number or received from a specific 
incoming number enter the extension number of the User who made the calls or the incoming CLI 
received with the calls. 
 
Target Name = to search for incoming calls made to a specific User or Department enter the name of 
the User or Department required or to search for outgoing calls to a specific Contact enter the name 
required.  (Please note the number dialled must have been matched in the Contacts database at the 
time of the call.)  
 
Target Number  = to search for incoming calls made to a specific extension number enter the extension 
number of the User or Department required or to search for outgoing calls to a specific external number 
enter the number required. 
 
Answered by Number = to search for calls answered by a specific extension enter the extension 
number that answered the calls, ie the extension number of the User that answered a Department call, 
or the extension number of the User that answered a forwarded call or picked up a call. 
 
Answered by Name = to search for calls answered by a specific User enter the User name of the 
extension that answered the calls, ie the name of the User that answered a Department call, or the 
name of the User that answered a forwarded call or picked up a call. 
 
Account Code = if account coding is being used on the Splicecom system and you wish to search for 
calls assigned to a specific account code enter the required account code here. 
 
When ready select Generate Report.  A list of the calls matching the criteria entered will be displayed 
with the following information.  

Date & Time The time and the date the call was received/made. 

Source Incoming external call - the incoming CLI received with this call, if presented.  If this 
CLI is matched in the Contacts database the contact name will be displayed with the 
number.  If the area code within the number is matched within the Area Codes list on 
the system the relevant area of the country will be displayed.  If the number is 
displayed with a User name, this indicates that the User made the call from one of 
their personal numbers, ie mobile/home/spare number.  Otherwise no name will be 
displayed. 
Outgoing external call or internal call ƿ the User name and extension making the 
call. 
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Destination Incoming external call or internal call - the User or Department name and extension 
number that the call was routed to.  
Outgoing external call - the number that was dialled.  If this number is matched in 
the Contacts database the Contact name will also be displayed.  If this field contains 
b!Vtfsǃt!Obnf!boe!bo!fyufsobm!ovncfs!uijt!joejdbuft!uibu!pof!pg!uif!Vtfsǃt!qfstpobm!
numbers, ie mobile/home/spare numbes-!xbt!ejbmmfe/!!Bmufsobujwfmz-!jg!uif!Vtfsǃt!
name also appears in the Forwarded By column this indicates that the User had 
forwarding set and the call was forwarded to the number displayed.  

Extension Incoming external call or internal call - the User name and extension number or 
voicemail that answered the call.  If the entry matches the Destination the User 
answered their own call, otherwise this column displays the User that answered the 
Department call or forwarded call or picked up the call.  
Outgoing external call ƿ not used. 
If the call was recorded the log of this action will display !LeaveRecording in this 
column. 

Forwarded by Outgoing external call - this column will show the User that had forwarding set and 
caused the call to be forwarded to the external number. 
Incoming external call or internal call ƿ not used. 

Ringing The amount of time the call was ringing before it was answered.  

Connected The amount of time from the call being answered to the call being ended. 

Cost Outgoing external call - the cost of the call dependent on the Pricing Scheme used. 
Incoming external call or internal call ƿ not used. 

Call Status 

The following icons may be displayed within the Call Logs and represent the following:  
 

 
The call was abandoned before it could be answered by the extension or voicemail 

 
This call was parked 

 
This call was picked up from a park slot  

 
This indicates the transferred leg of the call. 

 This indicates the second leg of a transferred call  

Accessing Call Recordings 

If you have been given the ability to view and listen to call recordings, you can do so as follows: 

1 Firstly, search for the call(s) that has been recorded using Calls In Today, Calls Out Today or 
Search Calls.  Calls that have been recorded will be indicated by the Speaker icon displayed on 
the right hand side of the call. 
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2 Click on the Speaker icon and the Recordings page for that call will be displayed. 

 

If your browser has the relevant QuickTime plug in then you will be able to listen to the recording via 
your Web Browser, this will play automatically.   If you do not have the QuickTime plug in installed, then 
your default application for list ening to .wav files will open. 
 

Downloading a recording  

In the Recordings page click on the Download icon  and following the relevant download/save 
instructions of your browser.  
 

Recording Access Log  

The next time a call recording is listened to the Recording Access Log at the bottom of the screen will 
ejtqmbz!xifo!boe!cz!xipn!)uif!sfmfwbou!Nbobhfsǃt!fnbjm address) the recording has been listened to in 
the past. 

 
The Remote Address (IP) column will display the IP address of the PC that listened to the recording.  If 
the number one (::1) is displayed this indicates that the recording was listened to locally  on Vision 
server. 
 

Forward a recording to an email account  

After listening to a recording this recording can be forwarded to an email account.  Please note that this 
facility must have been previously configured on your system - please refer to your system 
administrator for further details.  

1 Click on the speaker icon beside the relevant call. 
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2 Within the Forward Message section, in the Email/Search field enter the email address where the 
recording is to be sent. 

 

3 Click on the Send To Email button 

Confirmation that the message has been sent will be displayed. 

 
 
Or to send the recording to a colleague on the system, 

2 Within the Email/Search field start to enter the dpmmfbhvfǃt User name and User accounts 
matching this text who have  been configured with an email address will be listed. 

 

3 From the list displayed, beside the User required, select Send Message to [email address]. 
Confirmation that the message has been sent will be displayed. 
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A record of this action will be displayed in the Recording Access Log next time the recording is listened 
to. 

 
 

Delete a Call Recording 

If your Manager account has been given the relevant rights you will be able to delete a call recording as 
follows.  (If this option is not available you have not been given this ability, please refer to your system 
administrator for further details.)  

1 Firstly, use the Call Logs > Search Calls facility to find the call with the recording to be deleted. 
2 Beside the relevant call tick the box under the Rec Column. 
3 Within the Reason/Ref field enter the text required to identify this action.  
4 Select the Delete icon and OK to confirm the deletion. 

 
Please note: 
¶ The call information can also be deleted at the same time, tick the box under the Data column. 
¶ To view a register of the recordings that have been deleted use Call Logs > Deletion History as 

described in the next section.  

Delete a record of a call 

B!sfdpse!pg!b!dbmm!dbo!cf!efmfufe!gspn!uif!tztufn!xifo-!gps!fybnqmf-!bo!joejwjevbm!sfrvftut!ǆuif!sjhiu!up!
cf!gpshpuufoǇ/  (If this facility is not available your Manager account has not been given relevant rights, 
please refer to your system administrator for further details.)  

1 Firstly, use the Call Logs > Search Calls facility to find the call(s) to be deleted.  Please refer to the 
Search Calls section from page 12 for further information.  

2 Beside the relevant call(s) tick the box under the Data Column. 
If the call was also recorded (indicated by the Speaker icon) the box under the Rec column will be 
automatically ticked.  All legs of the call will also be selected.  

3 Within the Reason/Ref field enter the text required to identify this action.  

 
 

4 Select the Delete icon and OK to confirm the deletion. 
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Delete all calls  

To delete all the calls shown in the Search result tick the Rec and Data boxes next to the column 
headings.  This will automatically tick all the boxes below.  

 
 
Untick both the boxes again, if this is not required and all the boxes below will be emptied. 
 

Deletion History  

The Deletion History facility provides a log of calls and recordings that were deleted from the system.  
An asterisk (*) can be used as a wild card. 
 

1 From the Call Logs button select Deletion History. 
2 Complete the Call Deletion History form with the criteria for the call(s) to be searched for.  

 

Call Period = select the time period when the deleted call, you wish to search for, was made or 
received, eg Today, This Month, last 30 days etc.  If you choose Custom you can fill out the Date 
(from) and Date (to) required. 

Call Date (from)  = used when Custom is selected in the Call Period field.  This is the start date for 
the time period required for your search. Click on Select Date to pick the start date required. 

Call Date (to)  = used when Custom is selected in the Call Period field.  This is the end date for the 
time period required for your search.  Click on Select Date to pick the end date required. 

Delete Period = select the time period when the call, you wish to search for, was deleted, eg 
Today, This Month, last 30 days etc.  If you choose Custom you can fill out the Date (from) and 
Date (to) required. 
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Delete Date (from) = used when Custom is selected in the Delete Period field.  This is the start 
date for the time period required for your search. Click on Select Date to pick the start date 
required. 

Delete Date (to) = used when Custom is selected in the Delete Period field.  This is the end date 
for the time period required for your search.  Click on Select Date to pick the end date required. 

Delete Type = select Recordings (to only find records of call recordings that were deleted) or 
Calls (to only find records of call data that was deleted) or All (to find a record of call data and 
recordings deleted). 

Source Name = to search for calls made by a specific User or received from a specific Contact 
enter either the name of the User who made the calls or the name of the external contact the calls 
xfsf!sfdfjwfe!gspn!)qmfbtf!opuf!uif!fyufsobm!dpoubduǃt!jodpnjoh!DMJ!nvtu!ibwf!ceen matched in 
the Contacts database at the time of the call).  

Source Number = to search for calls made by a specific extension number or received from a 
specific incoming number enter the extension number of the User who made the calls or the 
incoming CLI received with the calls (this number must have been received at the time of the 
call). 

Target Name = to search for incoming calls made to a specific User or Department enter the 
name of the User or Department required or to search for outgoing calls to a specific contact 
enter the name required (please note the number dialled must have been matched in the 
Contacts database at the time of the call).  

Target Number  = to search for incoming calls made to a specific extension number enter the 
extension number of the User or Department required or to search for outgoing calls to a specific 
external number enter the number required. 

Reason / ref. = to search for records matching the text entered into the Reason / Ref field at the 
time the calls and recordings were deleted. 

3 When ready select Generate Report. 
A list of the deletion records matching the criteria entered will be displayed with the following 
information.  

 

 
 

Date & Time The time and the date the call/recording was received/made.  

Name Incoming external call - the name of the Contact the call was received from if 
the incoming CLI was matched in the Contacts database.  If the number is not 
matched within the Contacts database but the area code within the number is 
matched within the Area Codes list on the system the relevant area of the 
country will be displayed.  Otherwise, this will be blank. 
Outgoing external call or internal call ƿ the name of the User making the call.  
Jg!uijt!gjfme!dpoubjot!b!Vtfsǃt!Obnf!boe!uif!Ovncfs!dpmvno!ejtqmbzt!bo!
extesobm!ovncfs!uijt!joejdbuft!uibu!pof!pg!uif!Vtfsǃt!qfstpobm!ovncfst-!jf!
mobile/home/spare number, was dialled.  
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Number Incoming external call - the incoming CLI received with this call, if presented. 
Outgoing external call or internal call ƿ the extension number of the User 
making the call. 

Target Name Incoming external call or internal call ƿ this will show the name of the User or 
Department that the call was routed to.  
Outgoing external call ƿ this will show the name of the Contact that was 
called, if the number dialled was matched in the Contacts database.  
Otherwise this will be blank. 
For a recording this will show the name of the voicemail box hosting the call 
recording, ie OutboundRecordings, InboundRecordings, User or Department 
name. 

Extension Incoming external call or internal call ƿ this will show the extension number of 
the User that answered the call, eg the User that answered the Department 
call, the User that picked up the call and so on. 
Outgoing external call ƿ not used. 
If the call was recorded the log of this action will display !LeaveRecording in 
this column.  

Deleted By The name of the Manager, logged into the Vision portal, that instigated the 
deletion. 

Deleted At The time and the date the call/recording was deleted.  

Remote Address (IP) The IP address of the computer where the Vision Portal was used to delete the 
call/recording.  

Record Type Call or Recording.  Indicates whether the record is for the deletion of a call or a 
recording. 

Reason / Ref Displays the text entered into the Reason/Ref field at the time of the deletion.  
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Sfqpsut 

The Reports section of the Vision portal will collate the call logging data and present it in a graphical 
format.   When you first log in the list of Reports is the default page, otherwise these can be viewed by 
selecting the My Reports button at the top of the Vision portal.  If the Reports are not available, your 
Manager account has not been given rights to this facility, please refer to your system administrator for 
further details.  
 
Each report can be printed or exported in a CSV format. 
 
The Reports are broken down into three main areas; Capacity Planning, Cost Analysis and Call 
Performance.  If any of these categories are not available, you have not been given the rights to use 
these reports, please refer to your system administrator for further details.  
 
Please note that if the Call Centre reports are available, via the Call Centre button 
displayed at the top of the Vision Portal, this means that Vision Call Centre is running 
on your system and your Manager account has been given rights to use the Call Centre 
Reports.  Please refer to the Vision Call Centre section from page 95. 
 
The Reports are broken down into three main areas: Capacity Planning, Cost Analysis and Call 
Performance. 
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A selection of the Vision reports are displayed with a chart and a table showing an analysis of the data.  
Please note that the diagrams in the Creating a Report section will display the table in order to explain 
the data supplied in each column, however the charts are not displayed in order keep the number of 
pages in this manual to a minimum.   You can display the information relating to a pie segment or bar 
within a bar chart by hovering your mouse over the required segment or bar. 
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Reporting Groups 

If a collection of Users and/or Departments need to be reported on these Users and Departments can 
be entered into to a Reporting Group.  A report or a Statistic Panel within a wallboard can then be 
created using this Reporting Group. 
 

Create a Reporting Group 

1 Within the Vision Portal, from the Settings button, select Report Admin, and 
then Groups.  

2 Click on the Create Group button. 
3 In the Group Name field enter the text that will identify this Reporting 

Group. 
4 In the Description field enter the text that will describe the usage of this 

Reporting Group. 

(Both the Group Name and 
Description fields must contain some 
text for the group to be created.) 

5 Select the Add Group button. 
The new group will be added to the Reporting 
Groups list. 

6 Click on the Edit button beside the new 
group. 
A list of  the Users and Departments on the system 
and existing Reporting Groups will be displayed on 
the left hand side. 

7 To add a member to the group, click on the User, Department or Reporting Group required. 
This entry will move over to the right hand side of the screen, indicating that they are a member of 
the group. 

 
Alternatively, 

9 To add multiple members to the group, select the tick 
boxes beside all the Users, Departments and/or 
Reporting Groups to be added to the group. 

10 Select the Submit button (at the bottom left hand side).  
These entries will move over to the right hand screen, 
indicating that they are a member of the group. 

 
Alternatively, 
11 To add all Users and/or all Departments to the group, select 

the Add all Users and/or Add all Departments link at the top. 
All Users and/or Departments will move over to the right 
hand screen, indicating that they are a member of the group. 

 
Please note: 
¶ You will only be able to add Users and Departments tqfdjgjfe!jo!zpvs!Nbobhfs!bddpvouǃt!

Permissions. 
¶ A Reporting Group created with no Group Members will report on everyone on the system or every 

User and Department that you have permission for . 
¶ When a User Name is changed via Manager this will be automatically reflected within the Reporting 

Group. 
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Remove a member from a Reporting Group  

Within the Group Members list on the right hand side of the 
screen, 
¶ Click on the User/Department/Reporting Group to be 

removed and this name will return to the list of the left 
hand side, 

or 
¶ Tick all the Users/Departments/Reporting Groups to be 

removed and select the Submit button at the bottom left hand side of the screen.  
 

Reporting Group Ownership 

You will be the owner of any Reporting Group that you create, and any other Manager on your system 
will own any Reporting Group they create. 
 
The Administrator or a Manager with Configure Manager rights can create a Reporting Group for you or 
another Manager on your system, by selecting this Manager from the Owned By list box.  
 

 
 
If your Manager account does not have Configure Manager rights you will not be given the Owned By 
list box so will only be creating your own groups.  These Groups can only be used and edited by you or 
by the Administrator or a Manager with Configure Manager rights.  
 
The Administrator or a Manager with Configure Manager rights can create Global Reporting Groups by 
selecting this option from the Own ed By list box.   A Global Reporting Group can be used by you and all 
Managers on your system, but can only be edited by the Administrator or a Manager with Configure 
Manager rights. 
 
Fbdi!hspvq!xjmm!cf!ejtqmbzfe!xjui!uif!Nbobhfsǃt!obnf!xjuijo!uif!Dsfbups!dpmvno/ 
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If your Manager account does not have Configure Manager rights you will view and be able to use your 
own Reporting Groups and Global Reporting Groups.  You will only be able edit your own Groups. 

 

 

Creating a Report 

Report Period 

Fbdi!Sfqpsu!dbo!qspwjef!ebub!gps!b!sbohf!pg!ebuft/!Uijt!ǆsfqpsu!qfsjpeǇ!
is specified by selecting one of the options from the Report Period 
field. 

If Custom is chosen, within the Start Date: and End Date: fields enter 
the specific date range required by using the Select Date links. 

 
 
Where provided, a specific time period during the day can also be 
specified, enter a start and end time in hhmm 24 hour format.  

 
 

Specifying the Account to report on  

Each report will specify the type of account on the system that it can report on, this wi ll be different for 
each report.  This is indicated by the Show: list.  The account you wish to report on is entered into the 
For: field and as you start to type in the name Vision will check the system database and list all the 
accounts starting with the characters entered dependent on the type of account  ticked beside Show:.  
Therefore, ensure the type of account  that you require is selected before entering the Name of the 
account required.  By default, all options are ticked. 

 
 

Allow Global Reporting  

If the For: is left blank the 
report will analyse the call data 
within the Report Period for all 
the Users and Departments 
that you have permission for.  
Beware of using this feature if you have selected a long report period, eg a year, and you have 
permission for a large number of User and Departments.  The report may take some time to complete 
using up system resources. 
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If the Allow Global: field is 
displayed you must tick this 
option to confirm that you wish 
to leave the For: field empty and 
you wish all data within the 
Report Period to be reported 
on.  This functionality ensures that if you have with rights to the call data for a large number of Users 
and Departments zpv!epoǃu accidentally report on all this data using up system resource s. 
 
Please refer to system administrator for further information.  
 

Reporting on Internal or External calls.  

Where relevant reports will give you the option to report on internal or external or both types of call.  
External calls count as calls received from or made to external numbers outside of your telephone 
system.  Internal calls count as calls made by a User to another User or a Department on your system. 
 

 
 

Generate the report  

After you have selected the report options as explained above click on the 
Generate Report button to run the report. 
 

Capacity Planning Reports 

If you have been given access to the Capacity Planning reports please refer to the System 
Administrator for further details  on how to use these reports. 
 

Cost Analysis Reports 

These reports can be used to analyse the call data collected by the system for outgoing calls to find the 
total number of calls, the cost for these calls and so on.  
 
The call costs used are dependent on the pricing plans entered on your system, please refer to your 
system administrator if you require further information.  
 
If an Uplift % and/or VAT% value have been configured on your 
system, these will be automatically displayed when creating a 
Cost Analysis Report.  These values can be amended for each 
report if required.  Please refer to your system administrator 
for further details.  
 

Outgoing Call Breakdown 

This report provides information on outgoing external calls for the period selected, broken down by call 
type, i.e. National, International, Mobile, Non-Geographic, etc. 
 

1 From the list of Cost Analysis reports select the Outgoing Call Breakdown report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User or Company or Reporting Group you wish 

to report on and once it appears in the list select the entry and it will be shown with this field . 
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Or leave this field blank to report on all outgoing calls within the Report period and select Allow 
Global if this option is displayed . 

4 If the Uplift % and VAT % fields are displayed amend these values if required. 
5 Select the Generate Report button and the report will be displayed. 

 
 
Report Columns 

Column Name Purpose 

Destination Type Displays the type of outbound call made, i.e. International, National, Mobile, 
Non-Geographic, etc. 

Number of Calls Displays the total number of calls made within the Report Period to this 
Destination Type. 

Total Time Displays the total call time for these calls.  

Net Cost Displays the total cost of the se calls, including the Uplift if relevant, before VAT 
is added.  

VAT Displays the VAT cost of these calls. 

Total Cost Displays the total cost of these calls after VAT has been added. 

 
Each Destination Type within this report can be selected to display a breakdown of the calls made to 
this Destination Type.  Click on the link and a further report will be displayed with the relevant 
breakdown. 
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Each entry under the Destination Type column can again be selected and this will display the standard 
drill-down report listing the calls counted for the selected Destination Type .  Please refer to the 
Standard Drill Down Report section from page 76 for further details.  
 

Top Outgoing Call Users by Cost 

This report provides information on the number of outgoing external calls made by members of staff  
and the cost of those calls .  The report can search for outbound calls made by all Users within a 
Company or for a particular set of Users entered into a Reporting Group or for all Users. 
 

1 From the list of Cost Analysis reports select the Top Outgoing Call Users By Cost report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the Company or Reporting Group you wish to report 

on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all Users within the Report period and select Allow Global if 
this option is displayed . 

4 If the Uplift % and VAT % fields are displayed amend these values if required. 
5 Select the Generate Report button and the report will be displayed. 

 

 
 
Report Columns 

Column Purpose 

Cost Owner Displays the User account that the cost is attributed to.  

Extension Displays the extension number of the User that made the outgoing calls. 

Name Displays the name of the User that made the outgoing calls . 

Number of Calls Displays the total number of outbound calls made by the User within the Report 
Period. 

Net Cost Displays the cost of these calls, including the Uplift if relevant, before VAT is 
added. 

VAT Displays the VAT cost of these calls. 

Total Cost Displays the total cost of these calls after VAT has been added. 
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Each entry under the Cost Owner column can be selected and this will display the standard drill -down 
report listed the calls counted for the selected Cost Owner.  Please refer to the Standard Drill Down 
Report section from page 76 for further details.  
 

Itemised Cost Report  

This report provides a list of outbound calls made by a specific User or all Users within a specific 
Company or a set of Users within a Reporting Group or by all Users.  This report can also be used to 
obtain a list of calls that h ave been assigned to a specific Account Code (for details on the account 
codes configured on your system please refer to your system administrator).  
 

1 From the list of Cost Analysis reports select the Itemised Cost Report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Company or Reporting Group you wish to 

report on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to list all Users making calls within the Report period and select Allow 
Global if this option is displayed . 

4 If you wish to obtain a list of calls made by the above User(s) that have been logged against a 
specific Account Code enter this code in the Account Code field .  If you wish to obtain a list of all 
calls logged against a specific Account Code leave the For: field empty.  Otherwise leave this field 
blank. 

 

5 If the Uplift % and VAT % fields are displayed amend these values if required. 
6 Select the Generate Report button and the report will be displayed. 
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Report Columns 

Column Purpose 

Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of 
the call. 

Forwarded by If the outgoing call was made as a result of a forwarded call, the User with 
the forwarding set would be displayed in this column.  

Cost Centre Displays the name of the User that the cost is attributed to.  

Name Displays the name of the User that made the outgoing call .  If a call is listed 
because it was a result of a forwarded call to an external number this will 
display the User making the original call, or if the original call came from an 
external caller this field will display the name of the Contact if the number in 
the Extension column is matched in the Contacts database, or if the area 
code within  the number is matched on the system the relevant area of the 
country will be displayed, otherwise this field will be empty.  

Extension Displays the extension number of the User that made the outgoing call .  If a 
call is listed because it was a result of a forwarded call to an external number 
this will display the extension number of the User that made the original call, 
or if the original call came from an external caller this field will the display the 
number presented, if received. 

Destination Name If the number in the Number Dialled column was matched in the Contacts 
database the relevant Contact Name will be displayed here.  If the call is 
listed because it was a result of a forwarded call to an external number, the 
User or Department receiving the call will be displayed. 

Number Dialled Displays the number that was dialled. 

Connected Duration Displays the total time that this call was connected . 

Net Cost Displays the cost of this call, including the Uplift if relevant, before VAT is 
added. 

VAT Displays the VAT cost of this call. 

Gross Cost Displays the total cost of this call after VAT has been added. 

 
A speaker icon displayed in the final column indicates that the call was recorded.  Click on the icon to 
listen to the recording.  For further information please refer to the Accessing Call Recordings section 
from page 14. 
 
Further data about each call can be viewed by selecting the date and time under the Time column, this 
will display the standard drill -down report.  Please refer to the Standard Drill Down Report section from 
page 76 for further details.  
 

Total Cost By Account Code 

This report will provide information on outgoing externals calls assigned to an Account Code.  This can 
be for calls made by a specific User, by a set of Users entered in a Reporting Group or for all Users.  For 
information on the account codes used on your system please refer to your system administration.  
  

1 From the list of Cost Analysis reports select the Total Cost by Account Code report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User or Reporting Group you wish to report on 

and once it appears in the list select the entry and it will be shown with this field.  
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Or leave this field blank to report on all outgoing calls assigned to the account code below and 
select Allow Global if this option is displayed . 

4 Within the Account Code field enter the code required, or leave this blank to report on all Account 
Codes. 

 

5 If the Uplift % and VAT % fields are displayed amend these values if required. 
6 Select the Generate Report button and the report will be displayed. 

 

 
 
Report Columns 

Column Purpose 

Contact Displays the name of the Contact entry associated with the Account Code. 

Account Code  Displays the Account Code. 

Number of Calls Displays the number of outgoing calls made using this Account Code within the 
Report Period  

Total Time  Displays the total call time of these outgoing calls. 

Net Cost 
Displays the cost of these calls, including the Uplift if relevant, before VAT is 
added. 

VAT Displays the VAT cost of these calls. 

Total Cost  Displays the total cost of these calls after VAT has been added. 

 
Each entry under the Account Code column can be selected and this will display the standard drill -down 
report listing all the calls  counted for the selected Account Code.  Please refer to the Standard Drill 
Down Report section from page 76 for further details.  
 

Frequently Called Destinations  

This report provides a list of the numbers dialled on the system  and shows how many times they were 
dialled.  For external calls the cost of these calls  will also be displayed.  This can be for calls made by a 
specific User, by Users within a specific Company, a set of Users within a Reporting Group or for all 
Users. 

1 From the list of Cost Analysis reports select the Frequently Called Destinations report. 
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2 From the Report Period list box select the period required or enter the specific dates needed, and 
enter an In Time Period if required, as described in the Report Period section from page 25. 

3 Within the For: field start to enter the name of the User, Company or Reporting Group you wish to 
report on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all outgoing calls made within the Report period and select 
Allow Global if this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 

 

5 If the Uplift % and VAT % fields are displayed amend these values if required. 
6 Select the Generate Report button and the report will be displayed. 

 

 
 
Report Columns 

Column Purpose 

# Times Called Displays the number of times that the Number Dialled has been called 
during the Report Period,  The report is sorted by this column. 

Number Dialled Displays the number dialled. 

Total Connected Time Displays the total call time for these calls.  

Net Cost Displays the cost of these calls, including the Uplift if relevant, before VAT 
is added. (Not relevant for internal calls.)  

VAT Displays the VAT cost of these calls. (Not relevant for internal calls.)  

Total Cost Displays the total cost of these calls after VAT has been added. (Not 
relevant for internal calls.)  

 
Each entry under the Number Dialled column can be selected and this will display the standard drill -
down report listing the calls counted for the selected Number Dialled.  Please refer to the Standard Drill 
Down Report section from page 76 for further details.  
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Most Expensive Calls 

This report produces a list of outbound calls in cost order with the most expensive at the top.  This can 
be for calls dialled by a set of Users within a Reporting Group, all Users within a Company or all calls.  
The chart will display the top 20 most expensive calls. 
 

1 From the list of Cost Analysis reports select the Most Expensive Calls report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the Company or Reporting Group you wish to report 

on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all calls made by all Users within the Report period and select 
Allow Global if this option is display ed. 

4 If the Uplift % and VAT % fields are displayed amend these values if required. 
5 Select the Generate Report button and the report will be displayed. 

 

 
 
Report Columns 

Column Purpose 

Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of the 
call. 

Forwarded by If the outgoing call was made as a result of a forwarded call, the User with the 
forwarding set would be displayed in this column.  

Cost Centre Displays the name of the User that the cost is attributed to.  
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Name Displays the name of the User that made the outgoing call .  If a call is listed 
because it was a result of a forwarded call to an external number this will 
display the name of the User making the original call, or if the original call came 
from an external caller this field will display the name of the Contact if the 
number in the Extension column is matched in the Contacts database, or if the 
area code within the number is matched on the system the relevant area of the 
country will be displayed, otherwise this field will be empty.  

Extension Displays the extension number of the User that made the outgoing call .  If a call 
is listed because it was a result of a forwarded call to an external number this 
will display the extension number of the User making the original call, or if the 
original call came from an external caller this field will the display the number 
presented, if received. 

Destination Name If the number in the Number Dialled column is matched in the Contacts 
database the relevant Contact Name will be displayed here.  If the call is listed 
because it was a result of a forwarded call to an external number, the User or 
Department receiving the call will be displayed. 

Number Dialled Displays the number that was dialled. 

Duration (s) Displays the total duration time of this call . 

Net Cost Displays the cost of this call, including the Uplift if relevant, before VAT is 
added. 

VAT Displays the VAT cost of this call. 

Gross Cost Displays the total cost of this call after VAT has been added. 

 
A speaker icon displayed in the final column indicates that the call was recorded.  Click on the icon to 
listen to the recording.  For further information please refer to the Accessing Call Recordings section 
from page 14. 
 
Further data about each call can be viewed by selecting the date and time under the Time column, this 
will display the standard drill -down report for the selected call.  Please refer to the Standard Drill Down 
Report section f rom page 76 for further details.  
 

Forwarded Calls Cost By User 

This report produces a list of outbounds calls that were generated as a result of a User setting 
forwarding  to an external number and the cost of each call , in date and time order.  This can be for a 
specific User or for all calls within the Report Period. 
 

1 From the list of Cost Analysis reports select the Forwarded Calls Cost By User report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User you wish to report on and once it appears 

in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all Users within the Report period and select Allow Global if 
this option is displayed . 

4 If the Uplift % and VAT % fields are displayed amend these values if required. 
5 Select the Generate Report button and the report will be displayed. 
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Report Columns 

Column Purpose 

DateTime Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of the 
call. 

Forwarded by Displays the name of the User that had the forwarding set and caused the call to 
be forwarded. 

Source Name Displays the name of caller, if available.  If the Source Number is matched in the 
Dpoubdut!ebubcbtf!uif!Dpoubduǃt!obnf!xjmm!cf!ejtqmbzfe, or if the area code 
within the Source Number is matched on your system database the relevant area 
of the country will  be displayed.  If the call was made internally the name of the 
User that made the call will be displayed.  Otherwise this field will be blank. 

Source Number Displays the external number presented with the call or the extension number of 
the User that made the call. 

Target Name Displays the name of the User or Department receiving the call.  

Number Dialled Displays the external number that was dialled as a result of the forwarding that 
had been set. 

Connected Displays the total time that this call  was connected. 

Net Cost Displays the cost of this call, including the Uplift if relevant, before VAT is added. 

VAT Displays the VAT cost of this call. 

Total Cost Displays the total cost of this call after VAT has been added. 

 
A speaker icon displayed in the final column indicates that the call was recorded.  Click on the icon to 
listen to the recording.  For further information please refer to the Accessing Call Recordings section 
from page 14. 
 
Further data about each call can be viewed by selecting the date and time under the Time column.  This 
will display the standard drill -down report for the selected call.  Please refer to the Standard Drill Down 
Report section from page 76 for further details.  
 

Cost Report Filtered By Cost Centre 

This report produces a list of calls  that were forwarded to external numbers  and the cost of that call.  
The data will be grouped by Cost Centre and can report on a specific User or all Users. 
 

1 From the list of Cost Analysis reports select the Cost Report Filtered by Cost Centre report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
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3 Within the For: field start to enter the name of the User you wish to report on and once it appears 
in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all Users within the Report period and select Allow Global if 
this option is displayed . 

4 If the Uplift % and VAT % fields are displayed amend these values if required. 
5 Select the Generate Report button and the report will be displayed. 

 

 
 
Report Columns 

Column Purpose 

Cost Centre Displays the name of the User that the cost is attributed to.  

DateTime Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of the 
call. 

Source Name Displays the name of caller, if available.  If the Source Number is matched in the 
Contacts database the Conubduǃt!obnf!xjmm!cf!ejtqmbzfe-!ps!jg!uif!bsfb!dpef!
within the Source Number is matched on your system database the relevant area 
of the country will be displayed.  If the call was made internally the name of the 
User that made the call will be displayed.  Otherwise this field will be blank. 

Source Number Displays the external number presented with the call or the extension number of 
the User that made the call. 

Target Name Displays the name of the User or Department receiving the call.  

Target Number Displays the external number that was dialled as a result of the forwarding that 
had been set. 

Connected Displays the total time that this call  was connected. 

Net Cost Displays the cost of this call, including the Uplift if relevant, before VAT is added. 

VAT Displays the VAT cost of this call. 

Total Cost Displays the total cost of this call after VAT has been added. 
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A speaker icon displayed in the final column indicates that the call was recorded.  Click on the icon to 
listen to the recording.  For further information please refer to the Accessing Call Recordings section 
from page 14. 
 
Further data about each call can be viewed by selecting the date and time under the Time column. This 
will display the standard drill-down report for the selected call.  Please refer to the Standard Drill Down 
Report section from page 76 for further details.  
 

Transferred Calls By Cost 

This report produces a list of calls that were transferred to external numbers together with the cost of 
each call.  This can be for calls to a specific User, to a specific Department, to a set of Users and/or 
Departments within a Reporting Group or for all calls within the Report Period. 
 

1 From the list of Cost Analysis reports select the Transferred Calls By Cost report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User or Department or Reporting Group you 

wish to report on and once it appears in the list select the entry and it will be shown with this 
field. 

 

Or leave this field blank to report on all calls that were transferred externally within the Report 
period and select Allow Global if this option is displayed . 

4 If the Uplift % and VAT % fields are displayed amend these values if required. 
5 Select the Generate Report button and the report will be displayed. 

 

 
 
Report Columns 

Column Purpose 

Date Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of 
the call. 

Original Target For an incoming call from an external number this is t he name of the User 
that received the call. For an internal call this is the User that initiated the 
call. 

Transferred By The name of the User that answered and transferred the call. 

Source Name Displays the name of caller, if available.  If the Source Number is matched in 
uif!Dpoubdut!ebubcbtf!uif!Dpoubduǃt!obnf!xjmm!cf!ejtqmbzfe-!ps!jg!uif!bsfb!
code within the Source Number is matched on your system database the 
relevant area of the country will be displayed.  If the call was made internally 
the name of the User that made the call will be displayed.  Otherwise this 
field will be blank. 
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Source Number Displays the external number presented with the call or the extension 
number of the User that made the call. 

Target Name If the number in the Target Number column is matched in the Contacts 
ebubcbtf!uif!Dpoubduǃt!obnf!xjmm!cf!ejtqmbzfe-!ps!jg!uif!bsfb!dpef!xjuijo!uif!
Source Number is matched on your system database the relevant area of the 
country wimm!cf!ejtqmbzfe/!!Jg!uif!Ubshfu!Ovncfs!jt!tupsfe!jo!b!Vtfsǃt!qfstpobm!
ovncfst-!jf!npcjmf0ipnf0tqbsf!ovncfs-!uif!Vtfsǃt!obnf!xjmm!cf!ejtqmbzfe!
here. 

Target Number Displays the external number that was dialled when the call was transferred. 

Connected Duration Displays the total time that this call  was connected. 

Net Cost Displays the cost of this call, including the Uplift if relevant, before VAT is 
added. 

VAT Displays the VAT cost of this call. 

Total Cost Displays the total cost of this call after VAT has been added. 

 
A speaker icon displayed in the final column indicates that the call was recorded.  Click on the icon to 
listen to the recording.  For further information please refer to the Accessing Call Recordings section 
from page 14. 
 
For details on using the Trunk To Trunk report please refer to your system administrator for further 
details. 
 

Call Performance Reports  

First and Last Calls 

This report provides a list of the times of the  first  call, first answered, last answered and last call on the 
system.  This can be for incoming and outgoing external calls and/or internal calls for a specific User, 
calls into a specific Department , for Users and Departments within a specific Company or for a set of 
Users and/or Departments in a Reporting Group, or for all calls within the Report Period. 
 

1 From the list of Call Performance reports select the First and Last Calls report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group 

you wish to report on and once it appears in the list select the entry and it will be shown with this 
field. 

 

Or leave this field blank to report on all calls within the Report period and select Allow Global if 
this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
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Report Columns 

Column Purpose 

Date Displays the date (yyyy-mm-dd) of the call . 

First Call In Displays the time of the first call to the User(s) or Department(s) on that 
day. 

First Answered Call In Displays the time of the first call to the User(s) or Department(s) on that day 
that was answered. 

First Call Out Displays the time of the first outgoing call made by the User(s).  (This is not 
used for a Department.)  For internal calls if the User making the call and 
the User receiving the call are both being reported on this time will be the 
same as the First Call In time. 

Last Call Out Displays the time of the last outgoing call made by the User(s).  (This is not 
used for a Department.) 

Last Answered Call In Displays the time of the last call to User(s) or Department(s) on that day 
that was answered. 

Last Call In Displays the time of the last call to the User(s) or Department(s) on that 
day.  For internal calls if the User making the call and the User receiving the 
call are both being reported on this time will be the same as the Last Call 
Out time. 

 
The details of each call listed can be viewed by selecting the time of the call. 
 

 
 

Column Purpose 

Date & Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of the 
call. 

Name Displays the name of caller, if available.  For an inbound call, if the Number is 
nbudife!jo!uif!Dpoubdut!ebubcbtf!uif!Dpoubduǃt!obnf!xjmm!cf!ejtqmbzfe-!ps!jg!uif!
area code within the Number is matched on your system database the relevant 
area of the country will be displayed, or if a User dialled in from one of their 
personal numbers, ie mobile/home/spare number, their User name will be 
displayed..  For an outbound call or internal call this will be the name of the User 
that made the call. 
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Number For an inbound call this displays the external number presented with the call.  For 
an outbound call or internal call this will be the extension number of the User that 
made the call. 

Target Name For an inbound call this display the name of the User or Department receiving the 
call.  Gps!bo!pvucpvoe!dbmm!uijt!xjmm!ejtqmbz!uif!Dpoubduǃt!obnf!jg!uif!Target 
Number is matched in the Contacts database, or if the area code within the 
Target Number is matched on your system database the relevant area of the 
country will be displayed.  Jg!b!dbmm!ibt!cffo!nbef!up!b!Vtfsǃt!qfstpobm!ovncfs-!jf!
npcjmf0ipnf0tqbsf!ovncfs-!uif!Vtfsǃt!obme will be displayed here.  For an 
internal call the name of the User or Department receiving the call will be 
displayed here. 

Target Number For an inbound call or internal call uijt!ejtqmbzt!uif!Vtfs!ps!Efqbsunfouǃt!
extension number.  For an outbound call this displays the external number that 
was dialled. 

Extn For an inbound call or internal call this displays the extension number of the User 
that answered the call.  Not relevant for an outbound call.  

Name For an inbound call or internal call this displays the name of the User that 
answered the call.  Not relevant for an outbound call.  

Ringing Displays the time the call was ringing before it was answered. 

Connected Displays the total time that this call  was connected. 

Total Cost Displays the total cost of this call.  

 
A speaker icon displayed in the final column indicates that the call was recorded.  Click on the icon to 
listen to the recording.  For further information please refer to the Accessing Call Recordings section 
from page 14. 
 
Further data about each call can be viewed by selecting the date and time under the Date & Time 
column. For further information please refer to the Calls In Today and Calls Out Today section from 
page 8. 
 

Abandoned Calls Overview 

This report provides information on the number of calls that were abandoned before the call was 
answered.  This can be for incoming external calls and/or internal calls to  a specific User, specific 
Department, for all Users and Departments assigned to a specific Company, to Users and/or 
Departments in a Reporting Group, or for all abandoned calls within the Report Period and will be listed 
in descending order by the total number of abandoned calls. 
 

1 From the list of Call Performance reports select the Abandoned Calls Overview report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group 

you wish to report on and once it appears in the list select the entry and it will be shown with this 
field. 

 

Or leave this field blank to report on all incoming calls abandoned within the Report period and 
select Allow Global if this option is displayed . 
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4 Within the Duration Longer Than field enter the number of seconds required.  This will instruct 
Vision to search for all calls that have been abandoned after the number of seconds entered.  Or 
leave this field blank to report on all abandoned calls. 

5 Within the Call Type: option select either Internal or External or both. 

 

6 Select the Generate Report button and the report will be displayed. 
 

 
 
Report Columns 

Column Purpose 

Destination Name Displays the name of the User or Department receiving the calls. 

Destination Number Displays the extension of the User or Department receiving the calls, or if the 
dbmmt!xfsf!spvufe!up!b!Vtfsǃt!qfstpobm!ovncfs-!jf!npcjmf0ipnf0tqbsf!
number, this number will be displayed. 

Total Abandoned Displays the total number of calls to this User or Department that were 
abandoned during the Report Period. 

Minimum Time  Displays the shortest duration a call was ringing before the caller hung-up. 

Maximum Time Displays the longest duration a call was ringing before the caller hung-up. 

Average Time Displays the average duration a call was ringing before the caller hung-up 
over the Report Period 

Under 10 seconds Displays the total number of calls that were abandoned after ringing for less 
than 10 seconds 

10 ƿ 20 seconds Displays the total number of calls that were abandoned after ringing between 
10 and 20 seconds 

20 - 30 seconds Displays the total number of calls that were abandoned after ringing between 
20 and 30 seconds 

30 ƿ 45 seconds Displays the total number of calls that were abandoned after ringing between 
30 and 45 seconds 

45 - 60 seconds Displays the total number of calls that were abandoned after ringing between 
45 and 60 seconds 

Over 60 seconds Displays the total number of calls that were abandone d after ringing for more 
than 60 seconds 
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Each entry within the Destination Name column can be selected to view more detail on the abandoned 
calls.  This will open the Abandoned Calls Details report, an explanation of which now follows.  
 

Abandoned Calls Detail 

This report provides detailed information on calls that were abandoned before the call was answered.   
Firstly, providing a summary table giving the total numbers, then a list of each abandoned call, a list of 
the calls where a subsequent call from the same number to the same User or Department was not 
received, a list of the calls where a subsequent call from the same number to the same User or 
Department was received, and a list of the calls where a subsequent call to the same number by the 
original target of the call was made.  This can be for incoming external calls and/or internal calls to a 
specific User, specific Department, for all Users and Departments assigned to a specific Company, to 
Users and/or Departments in a Reporting Group, or for all abandoned calls within the Report Period. 

1 From the list of Call Performance reports select the Abandoned Calls Detail report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group 

you wish to report on and once it appears in the list select the entry and it will be shown with this 
field. 

 

Or leave this field blank to report on all incoming calls abandoned within the Report period and 
select Allow Global if this option is displayed . 

4 Within the Duration Longer Than field enter the number of seconds required.  This will instruct 
Vision to search for all calls that have been abandoned after the number of seconds entered.  Or 
leave this field blank to report on all abandoned calls.  

5 Within the Call Type: option select either Internal or External or both. 

 

6 Select the Generate Report button and the report will be displayed. 
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Report Columns 

Abandoned Calls Summary 

Column Purpose 

Total Abandoned Calls Displays the total number of abandoned calls over the Report Period 

Lost Abandoned Calls Displays the number of the calls where the caller hung-up and a subsequent 
call from the same number to the same User or Department was not 
received and a subsequent call to the same number was not made by the 
same recipient. 

They Called Back Displays the number of the calls where the caller hung-up, but a subsequent 
call from the same number to the same User or Department was received. 

We Called Back Displays the number of the calls where the caller hung-up, but a subsequent 
call to the same number by the original target of the call was made. 
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Total Abandoned Calls & Abandoned Calls That Were Lost 

Date Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of 
the call. 

Calling Number Displays the number presented with the call, or blank if the number was 
withheld. For internal calls, this will be the extension number of the User 
making the call. 

Calling Name If the Calling Number is store within the Contacts database this will display 
uif!Dpoubduǃt!obnf-!ps!jg!uif!bsfb!dpef!xjuijo!uif!Dbmmjoh!Ovncfs!jt!
matched on your system database the relevant area of the country will be 
displayed.  If the call is from a number stored in a Utfsǃt!qfstpobm!ovncfst-!
jf!npcjmf0ipnf0tqbsf!ovncfs-!uif!Vtfsǃt!obnf!xjmm!cf!ejtqmbzfe!ifsf/  For 
internal calls this will be the name of the User making the call.  

Destination Number Displays the extension number of the User or Department receiving the call. 

Destination Name Displays the name of the User or Department receiving the call. 

Wait Displays the amount of time t hat the caller waited before hanging-up  

 
The summary at the bottom of each section displays the minimum, maximum and average wait time for 
the calls listed. 
 
Further data about each call can be viewed by selecting the date and time under the Date column. This 
will display the standard drill -down report for the selected call.  Please refer to the Standard Drill Down 
Report section from page 76 for further details.  
 
Abandoned Callers That Have Called Back In 

Date & Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of 
the abandoned call. 

Calling Number Displays the number presented with the call, or blank if the number was 
withheld.  For internal calls, this will be the extension number of the User 
making the call. 

Calling Name If the Calling Number is store within the Contacts database this will display 
uif!Dpoubduǃt!obnf-!ps!jg!uif!bsfb!dpef!xjuijo!uif!Dbmmjoh!Ovncfs!jt!
matched on your system database the relevant area of the country will be 
ejtqmbzfe/!!Jg!uif!dbmm!jt!gspn!b!ovncfs!tupsfe!jo!b!Vtfsǃt!qfstpobm!ovncfst-!
jf!npcjmf0ipnf0tqbsf!ovncfs-!uif!Vtfsǃt!obnf!xjmm!cf!ejtqmbzfe!ifsf/  For 
internal calls this will be the name of the User making the call.  

Destination Number Displays the extension number of the User or Department receiving the call. 

Destination Name Displays the name of the User or Department receiving the call. 

Retried at Displays the date and time of the subsequent call received from the same 
number. 

Spoke To Displays the extension number and name of the User that answered the 
subsequent call. 

 
A speaker icon displayed in the final column indicates that the subsequent call was recorded.  Click on 
the icon to listen to the recording.  For further information please refer to the Accessing Call Recordings 
section from page 14. 
 
Further data about each abandoned call can be viewed by selecting the date and time under the Date 
column and data about the subsequent call can be viewed by selecting the date and time under the 
Retried At column.  This will display the standard drill-down report for the selected call.  Please refer to 
the Standard Drill Down Report section from page 76 for further details.  
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Abandoned Callers That We Have Called Back 

Date & Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of 
the abandoned call. 

Calling Number Displays the number presented with the call, or blank if the number was 
withheld.  For internal calls, this will be the extension number of the User 
making the call. 

Calling Name If the Calling Number is stored within the Contacts database this will display 
the Contacuǃt!obnf-!ps!jg!uif!bsfb!dpef!xjuijo!uif!Dbmmjoh!Ovncfs!jt!
matched on your system database the relevant area of the country will be 
ejtqmbzfe/!!Jg!uif!dbmm!jt!up!b!ovncfs!tupsfe!jo!b!Vtfsǃt!qfstpobm!ovncfst-!jf!
npcjmf0ipnf0tqbsf!ovncfs-!uif!Vtfsǃt!obnf!xjml be displayed here.  For 
internal calls this will be the name of the User making the call.  

Destination Number Displays the extension number of the User or Department receiving the call. 

Destination Name Displays the name of the User or Department receiving the call. 

Retried at Displays the date and time of the subsequent call that was made to the 
same number. 

Called by Displays the extension number and name of the User that made the 
subsequent call. 

 
A speaker icon displayed in the final column indicates that the subsequent call back was recorded.  
Click on the icon to listen to the recording.  For further information please refer to the Accessing Call 
Recordings section from page 14. 
 
Further data about each abandoned call can be viewed by selecting the date and time under the Date 
column and data about the subsequent call back can be viewed by selecting the date and time under 
the Retried At column.  This will display the standard drill -down report for the selected call.  Please refer 
to the Standard Drill Down Report section from page 76 for further details.  
 

Incoming Call Response 

This report provides information on how incoming calls are handled at certain times of the day, 
enabling comparisons with each hour of the day by giving the total number of calls received within  each 
hour, the maximum number of calls in a queue at any one time, the number of calls that were answered 
by how quickly they were answered and how many were abandoned or routed to voicemail.   This can be 
for calls to a specific Department, to Users and/or Departments within a Reporting Group or for all calls 
within the Report Period.  (The time bands are analysed in a different method to the Incoming Call 
Response Concise report.) 
 

1 From the list of Call Performance reports select the Incoming Call Response report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the Department or Reporting Group you wish to 

report on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all calls received within the Report period and select Allow 
Global if this option is displayed . 
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4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
 

 
 
Report Columns 

Column Purpose 

Interval Displays the hourly time band. 

Total Displays the total number of calls received. 

Max Q Displays the maximum number of calls waiting in a queue at any one time 
during the time band  

<10 seconds - Ans Displays the number of calls that were answered in less than 10 seconds. 

<10 seconds - Aban Displays the number of calls that were abandoned after less than 10 
seconds. 

<10 seconds - % ans Displays the number of calls answered in less than 10 seconds, divided by 
the Total calls within that time band, expressed as a percentage. 

<20 seconds - Ans Displays the number of calls answered in less than 20 seconds. 

<20 seconds - Aban Displays the number of calls abandoned after less than 20 seconds. 

<20 seconds - % ans Displays the number of calls answered in less than 20 seconds, divided by 
the Total calls , expressed as a percentage.  
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<30 seconds - Ans Displays the number of calls answered in less than 30 seconds. 

<30 seconds - Aban Displays the number of calls abandoned after less than 30 seconds. 

<30 seconds - % ans Displays the number of calls answered in less than 30 seconds, divided by 
the Total calls , expressed as a percentage.  

<45 seconds - Ans Displays the number of calls answered in less than 45 seconds. 

<45 seconds - Aban Displays the number of calls abandoned after less than 45 seconds.  

<45 seconds - % ans Displays the number of calls answered in less than 45 seconds, divided by 
the Total calls , expressed as a percentage.  

<60 seconds - Ans Displays the number of calls answered in less than 60 seconds.  

<60 seconds - Aban Displays the number of calls abandoned after less than 60 seconds.  

<60 seconds - % ans Displays the total number of calls answered in less than 60 seconds, divided 
by the Total calls, expressed as a percentage.  

Voicemail ƿ Total Displays the number of calls forwarded or transferred to voicemail . 

Voicemail - % Displays the number of calls routed to voicemail, divided by the Total calls , 
expressed as a percentage.  

Abandoned ƿ Total Displays the total number of calls abandoned . 

Abandoned - % Displays the total number of calls abandoned, divided by the Total calls , 
expressed as a percentage. 

 
A list of the calls that have been counted in each entry under the Total, Answered, Abandoned and 
Voicemail columns can be viewed by selecting the number under the relevant column.  Please refer to 
the Standard Drill Down Report section from page 76 for further details.  
 

Incoming Call Response Concise 

This report provides information on how incoming calls are handled at certain times of the day, 
enabling comparisons with each hour of the day by giving the total number of calls received within  each 
hour, the number of calls that were answered by how quickly they were answered and how many were 
abandoned or routed to voicemail.  This can be for calls to a specific Department  or a Reporting Group 
and/or via a specific DDI number or for all calls within the Report Period.  (The time bands are analysed 
in a different method to the Incoming Call Response report.)  
 

1 From the list of Call Performance reports select the Incoming Call Response Concise report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the Department or Reporting Group you wish to 

report on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all calls received within the Report period and select Allow 
Global if this option is displayed . 
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4 Within the DDI: field enter a DDI number if the report is to analyse calls received on that specific 
DDI number only. (This would be useful if, for example, calls were routed to a Department via an 
Auto Attendant and via a specific DDI number. This would enable calls received via the DDI to be 
analysed separately.)  Otherwise leave blank. 

 

5 Within the Call Type: option select either Internal or External or both. 

 

6 Select the Generate Report button and the report will be displayed. 
 

 
 
Report Columns 

Column Purpose 

Interval Displays the hourly time band. 

Total Displays the total number of calls received. 

<10s 

Ans Displays the number of calls that were answered in less than 10 seconds (<=9.999s). 

Aban Displays the number of calls that were abandoned after less than 10 seconds 
(<=9.999s) 
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% ans Displays the number of calls answered in less than 10 seconds (<=9.999s), divided by 
the Total calls within that time band, expressed as a percentage. 

10s - 20s 

Ans Displays the number of calls answered between 10 and 20 seconds (>=10 - <=20s). 

Aban Displays the number of calls abandoned between 10 and 20 seconds (>=10 - <=20s). 

% ans Displays the number of calls answered between 10 and 20 seconds (>=10 - <=20s), 
divided by the Total calls , expressed as a percentage.  

20s - 30s 

Ans Displays the number of calls answered between 20 and 30 seconds (20.001-30s) 

Aban Displays the number of calls abandoned between 20 and 30 seconds (20.001-30s). 

% ans Displays the number of calls answered between 20 and 30 seconds (20.001-30s), 
divided by the Total calls , expressed as a percentage.  

30s - 45s 

Ans Displays the number of calls answered between 30 and 45 seconds (30.001-45s). 

Aban Displays the number of calls abandoned between 30 and 45 (30.001-45s). 

% ans Displays the number of calls answered between 30 and 45 seconds (30.001-45s), 
divided by total calls , expressed as a percentage.  

45s ƿ 60s 

Ans Displays the number of calls answered between 45 and 60 seconds (45.001-60s). 

Aban Displays the number of calls abandoned between 45 and 60 seconds (45.001-60s). 

% ans Displays the number of calls answered between 45 and 60 seconds (45.001-60s), 
divided by the Total calls , expressed as a percentage.  

>60s 

Ans Displays the number of calls answered after 60 seconds (>=60.001). 

Aban Displays the number of calls abandoned after 60 seconds (>=60.001). 

% ans Displays the number of calls answered after 60 seconds, divided by the Total calls , 
expressed as a percentage (>=60.001). 

Voicemail 

Total Displays the number of calls forwarded or transferred to voicemail . 

% Displays the number of calls forwarded or transferred to voicemail, divided by t he 
Total calls , expressed as a percentage.  

Abandoned 

Total Displays the total number of calls abandoned . 

% Displays the total number of calls abandoned, divided by the Total calls , expressed as 
a percentage.  

 
A list of the calls that have been counted in each entry under the Total, Answered, Abandoned and 
Voicemail columns can be viewed by selecting the number under the relevant column.  Please refer to 
the Standard Drill Down Report section from page 76 for further details.  
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Incoming Call Breakdown by Hour 

This report provides information on how incoming calls are handled at certain times of the day, 
enabling comparisons with each hour of the day by giving the total number of calls received within  each 
hour, the number of the calls that were answered, abandoned or routed to voicemail and how they were 
handled.  This can be for calls to a specific User, to a specific Department, to Users and/or 
Departments within a Reporting Group or for all calls within the Report Period.  This report does not 
include DDI to DDI calls. 
 

1 From the list of Call Performance reports select the Incoming Call Breakdown By Hour report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish 

to report on and once it appears in the list select the entry and it will be shown with this  field. 

 

Or leave this field blank to report on all calls received within the Report period and select Allow 
Global if this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
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Report Columns 

Column Purpose 

Interval Displays the hourly time band. 

# Calls Displays the total number of calls received. 

Connected 

Total Displays the number of calls that were answered. 
The percentage value at the bottom of this column gives the total number of calls 
connected, divided by the total # Calls, expressed as a percentage. 

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.  

Max Wait Displays the longest time that it took a call to be answered . 

Avg Wait Displays the average time that it took a call to be answered. 

Max Talk Displays the longest time that a call was connected . 

Avg Talk Displays the average time that a call was connected. 

Total Talk Displays the total  time for all the connected calls. 

Voicemail 

Total Displays the number of calls that were answered by voicemail. 
The percentage value at the bottom of this column gives the total number of calls 
answered by voicemail, divided by the total # Calls, expressed as a percentage. 

Max Wait Displays the longest time a caller had to wait before voicemail answered the call. 
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Average Wait Displays the average time a caller had to wait before voicemail answered the call. 

Abandoned 

Total Displays the number of calls where the caller hung-up before the call was answered. 
The percentage value at the bottom of this column gives the total number of calls 
abandoned, divided by the total # Calls, expressed as a percentage. 

Max Wait Displays the longest time that a caller waited until ending the call.   

Average Wait Displays the average time that a caller waited until ending the call.  

 
A list of the calls that have been counted in each entry under the # Calls and Total Connected, 
Voicemail and Abandoned columns can be viewed by selecting the number under the relevant column. 
Please refer to the Standard Drill Down Report section from page 76 for further details.  
 

Incoming Call Breakdown by Department  

This report provides information on ho w incoming calls are handled by each Department, giving the 
total number of calls received , how many were answered, abandoned or routed to voicemail and how 
they were handled.  This can be for calls to a specific Department or to specific Departments within a 
Reporting Group or for all calls to a Department within the Report Period. 
 

1 From the list of Call Performance reports select the Incoming Call Breakdown By Department 
report. 

2 From the Report Period list box select the period required or enter the specific dates needed, and 
enter an In Time Period if required, as described in the Report Period section from page 25. 

3 Within the For: field start to enter the name of the Department or Reporting Group you wish to 
report on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all calls to Departments received within the Report period  and 
select Allow Global if this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
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Report Columns 

Column Purpose 

Department Displays the name of the Department receiving the calls. 

# Calls Displays the total number of calls received. 

Connected 

Total Displays the number of calls that were answered. 

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.  

Max Wait Displays the longest time that it took a call to be answered . 

Avg Wait Displays the average time that it took a call to be answered. 

Max Talk Displays the longest time that a call was connected . 

Avg Talk Displays the average time that a call was connected. 

Total Talk Displays the total call time for all the calls that were answered. 

Voicemail 

Total Displays the number of calls that were answered by voicemail. 

Max Wait Displays the longest time a caller had to wait before voicemail answered the call. 

Average Wait Displays the average time a caller had to wait before voicemail answered the call. 

Abandoned 

Total Displays the number of calls where the caller hung-up before the call was answered. 

Max Wait Displays the longest time that a caller waited until ending the call.   

Average Wait Displays the average time that a caller waited until ending the call. 

 
Each entry within the Department column can be selected to view the Incoming Call Breakdown By User 
sfqpsu!xijdi!hjwft!b!mjtu!pg!uif!Vtfst!uibu!botxfsfe!uif!Efqbsunfouǃt!dbmmt!boe!ipx!uifz!iboemfe!uiptf!
calls.  For further detail please refer to the Incoming Calls Breakdown by User section from page 58. 
 

Incoming Call Breakdown by Day 

This report provides information on how incoming calls were handled on each day within a Report 
Period by giving the total number of call s received, how many were answered, abandoned or routed to 
voicemail and how they were handled.  This can be for calls to a specific User, a specific Department or 
to Users and/or Departments within a Reporting Group.  This report does not include DDI to DDI calls. 
 

1 From the list of Call Performance reports select the Incoming Call Breakdown By Day report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish 

to report on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all calls received within the Report period and select Allow 
Global if this option is displayed . 
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4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
 

 
 
Report Columns 

Column Purpose 

Interval Displays the day of the week and the date. 

# Calls Displays the total number of calls received. 

Connected 

Total Displays the number of calls that were answered. 
The percentage value at the bottom of this column gives the total number of calls 
connected, divided by the total # Calls, expressed as a percentage. 

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.  

Max Wait Displays the longest time that it took a call to be answered . 

Avg Wait Displays the average time that it took a call to be answered. 

Max Talk Displays the longest time that a call was connected . 

Avg Talk Displays the average time that a call was connected. 

Total Talk Displays the total time for all the connected calls. 

Voicemail 

Total Displays the number of calls that were answered by voicemail. 
The percentage value at the bottom of this column gives the total number of calls 
answered by voicemail, divided by the total # Calls, expressed as a percentage. 

Max Wait Displays the longest time a caller had to wait before voicemail answered the call. 

Average Wait Displays the average time a caller had to wait before voicemail answered the call. 

Abandoned 

Total Displays the number of calls where the caller hung-up before the call was answered. 
The percentage value at the bottom of this column gives th e total number of calls 
abandoned, divided by the total # Calls, expressed as a percentage. 

Max Wait Displays the longest time that a caller waited until ending the call.   
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Average Wait Displays the average time that a caller waited until ending the call. 

All The total average wait time by all callers within the day. 

 
Each entry within the Interval column can be selected to view the Incoming Call Breakdown By Hour 
report which provides information on how the calls were spread out over the day.  For further detail 
please refer to the Incoming Call Breakdown by Hour section from page 50.  A list of the calls that have 
been counted in each entry under the # Calls, Sub 5 sec and Total Connected, Voicemail and 
Abandoned columns can be viewed by selecting the number under the relevant column.  Please refer to 
the Standard Drill Down Report section from page 76 for further details.  
 

Incoming Call Breakdown by Week 

This report provides information on how calls were handled within each week of a Report Period by 
giving the total number of calls received, how many were answered, abandoned or routed to voicemail 
and how they were handled.  This can be for calls to a specific  User, a specific Department or to Users 
and/or Departments within a Reporting Group.  This report does not include DDI to DDI calls. 
 

1 From the list of Call Performance reports select the Incoming Call Breakdown By Week report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish 

to report on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all calls received within the Report period and select Allow 
Global if this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
 

 
 
Report Columns 

Column Purpose 

Interval Displays the date range of the week. 
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# Calls Displays the total number of calls received. 

Connected 

Total Displays the number of calls that were answered. 
The percentage value at the bottom of this column gives the total number of calls 
connected, divided by the total # Calls, expressed as a percentage. 

Sub5 sec Displays the number of calls that were answered but lasted less than 5 seconds.  

Max Wait Displays the longest time that it took a call to be answered . 

Avg Wait Displays the average time that it took a call to be answered. 

Max Talk Displays the longest time that a call was connected. 

Avg Talk Displays the average time that a call was connected. 

Total Talk Displays the total time for all the connected calls. 

Voicemail 

Total Displays the number of calls that were answered by voicemail. 
The percentage value at the bottom of this column gives the total number of calls 
answered by voicemail, divided by the total # Calls, expressed as a percentage. 

Max Wait Displays the longest time a caller had to wait before voicemail answered the call. 

Average Wait Displays the average time a caller had to wait before voicemail answered the call. 

Abandoned 

Total Displays the number of calls where the caller hung-up before the call was answered. 
The percentage value at the bottom of this column gives the total number of calls 
abandoned, divided by the total # Calls, expressed as a percentage. 

Max Wait Displays the longest time that a caller waited until ending the call.   

Average Wait Displays the average time that a caller waited until ending the call.  

 
Each entry within the Interval column can be selected to view the Incoming Call Breakdown By Day 
report which provides information on how the calls were spread out over each day of the week.  For 
further detail please refer to the Incoming Call Breakdown by Day section from page 53. 
 
A list of the calls that have been counted in each entry under the # Calls, Sub 5 sec and Total 
Connected, Voicemail and Abandoned columns can be viewed by selecting the number under the 
relevant column.  Please refer to the Standard Drill Down Report section from page 76 for further 
details. 
 

Incoming Call Breakdown by Month  

This report provides information on how calls were handled within each month over a specified Report 
Period by giving the total number of calls received, how many were answered, abandoned or routed to 
voicemail and how they were handled.  This can be for calls to a specific User, a specific Department or 
to Users and/or Departments within a Reporting Group.  This report does not include DDI to DDI calls. 
 

1 From the list of Call Performance reports select the Incoming Call Breakdown By Month report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish 

to report on and once it appears in the list select the entry and it will be shown with this field.  
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Or leave this field blank to report on all calls received within the Report period and select Allow 
Global if this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
 

 
 
Report Columns 

Column Purpose 

Interval Displays the month and the year. 

# Calls Displays the total number of calls received. 

Connected 

Total Displays the number of calls that were answered. 
The percentage value at the bottom of this column gives the total number of calls 
connected, divided by the total # Calls, expressed as a percentage. 

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.  

Max Wait Displays the longest time that it took a call to be answered . 

Avg Wait Displays the average time that it took a call to be answered. 

Max Talk Displays the longest time that a call was connected . 

Avg Talk Displays the average time that a call was connected. 

Total Talk Displays the total time for all the connected calls. 

Voicemail 
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Total Displays the number of calls that were answered by voicemail. 
The percentage value at the bottom of this column gives the total number of calls 
answered by voicemail, divided by the total # Calls, expressed as a percentage. 

Max Wait Displays the longest time a caller had to wait before voicemail answered the call. 

Average Wait Displays the average time a caller had to wait before voicemail answered the call. 

Abandoned 

Total Displays the number of calls where the caller hung-up before the call was answered. 
The percentage value at the bottom of this column gives the total number of calls 
abandoned, divided by the total # Calls, expressed as a percentage. 

Max Wait Displays the longest time that a caller waited until ending the call.   

Average Wait Displays the average time that a caller waited until ending the call.  

 
Each entry within the Interval column can be selected to view the Incoming Call Breakdown By Day 
report which provides information on how the calls were spread out over each day of the  month.  For 
further detail please refer to the Incoming Call Breakdown by Day section from page 53. 
 
A list of the calls that have been counted in each entry under the # Calls, Sub 5 sec and Total 
Connected, Voicemail and Abandoned columns can be viewed by selecting the number under the 
relevant column.  Please refer to the Standard Drill Down Report section from page 76 for further 
details. 
 

Incoming Calls Breakdown by User 

The report provides information on the incoming calls received by Users on the system and how the 
calls were handled.  This can display a list of Users that answered calls to a specific Department, Users 
and/or Users receiving Department calls within a Reporting Group or all User receiving calls within the 
specified Report Period. 
 

1 From the list of Call Performance reports select t he Incoming Call Breakdown By User report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish 

to report on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on all Users that received calls within the Report period and 
select Allow Global if this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
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Report Columns 

Column Purpose 

User Displays the name of the User receiving the call. 

Number Displays the extension number of the User receiving the call. 

Number of Calls Displays the number of incoming calls connected to the User  within the Report 
Period. 

Ring Time 

Maximum Displays the longest time a call was ringing before being answered by the User.  

Minimum  Displays the shortest time a call was ringing before being answered by the User. 

Average Displays the average time a call was ringing before being answered by the User.  

Talk Time 

Maximum Displays the longest time the User was connected to a caller. 

Minimum  Displays the shortest time the User was connected to a caller. 

Average Displays the average time the User was connected to a caller. 

 
B!mjtu!pg!uif!dbmmt!uibu!ibwf!cffo!dpvoufe!gps!fbdi!Vtfs!dbo!cf!wjfxfe!cz!tfmfdujoh!uif!Vtfsǃt!obnf!
under the User column.  Please refer to the Standard Drill Down Report section from page 76 for further 
details. 
 

Incoming Calls Breakdown by DDI 

This report provides information  on incoming external calls by the DDI number receiving the call, 
providing the total number of calls and details on how the calls were handled.  This can be for all DDI 
numbers routed to a specific User or Department, or for a specific DDI number, or all DDI numbers 
receiving calls during the specified Report Period. 
 

1 From the list of Call Performance reports select the Incoming Call Breakdown By DDI report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User or Department you wish to report on and 

once it appears in the list select the entry and it will be shown with this field.  
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Or leave this field blank if you do not wish to specify a User or Department and select Allow 
Global if this option is displayed . 

4 Within the DDI: field start to enter the number of the DDI you wish to report on and once it 
appears in the list select the entry and it will be shown with this field .  If the above field contains a 
User or Department name this list will only show the DDI numbers associated with the above User 
or Department. 

 

Or leave this field blank if you wish to search for all DDI numbers routed to the above User or 
Department, or if the above field is also blank search for calls to all DDI numbers. 

5 Select the Generate Report button and the report will be displayed. 
 

 
 
Report Columns 

Column Purpose 

DDI - Target Displays the DDI number and the User or Department that received the calls. 

# Calls Displays the total number of calls received. 

Connected 

Total Displays the number of calls that were answered. 

Sub 5 sec Displays the number of calls that were answered but lasted less than 5 seconds.  

Max Wait Displays the longest time that it took a call to be answered . 

Avg Wait Displays the average time that it took a call to be answered. 

Max Talk Displays the longest time that a call was connected. 

Avg Talk Displays the average time that a call was connected. 

Total Talk Displays the total time for all the connected calls. 

Voicemail 

Total Displays the number of calls that were answered by voicemail. 

Max Wait Displays the longest time a caller had to wait before voicemail answered the call. 

Average Wait Displays the average time a caller had to wait before voicemail answered the call. 
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Abandoned 

Total Displays the number of calls where the caller hung-up before the call was answered. 

Max Wait Displays the longest time that a caller waited until ending the call.   

Average Wait Displays the average time that a caller waited until ending the call.  

 
A list of the calls that have been counted for each DDI can be viewed by selecting the entry under the 
DDI - Target column.  Please refer to the Standard Drill Down Report section from page 76 for further 
details. 
 

Incoming Call Summary  

This report provides a summary of the number of calls received by each User and Department and 
how they were handled.  This can be for a specific User, a specific Department, specific Users 
and/or Departments withi n a Reporting Group or for all Users and Departments receiving calls 
within the Report Period. 
 

1 From the list of Call Performance reports select the Incoming Call Summary report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department or Reporting Group you wish 

to report on and once it appears in the list select the entry and it will be shown with this field.  

 

Or leave this field blank to report on  all Users and Departments receiving calls within the Report 
period and select Allow Global if this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
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Report Columns 
 

 = User 

 = Department 

This icon indicates the type of account receiving the call, either a User or a 
Department. 

Name Displays the name of the User or Department receiving the call. 

# Calls Displays the number of calls received. 

Connected 

Total Displays the number of calls that were answered. 

% Displays the number of calls answered divided by the number in the # Calls 
column expressed as a percentage. 

Voicemail 

Total Displays the number of calls that were answered by voicemail. 

% Displays the number of calls routed to voicemail  divided by the number in the # 
Calls column expressed as a percentage. 

Abandoned 

Total Displays the number of calls that were ended by the caller before the call was 
answered. 

% Displays the number of calls abandoned divided by the number in the # Calls 
column expressed as a percentage. 

 
A list of the calls that have been counted for each User or Department can be viewed by selecting the 
entry under the Name column.  Please refer to the Standard Drill Down Report section from page 76 for 
further details.  
 

Overview by Talk Time 

This report provides information on  the call length and connection time for incoming and outgoing calls 
for each User receiving or making calls and each Department receiving calls within the Report Period.  
This can be for Users and Departments within a Company or within a Reporting Group, or for all User 
and Departments. 
 

1 From the list of Call Performance reports select the Overview By Talk Time report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group 

you wish to report on and once it appears in the list select the entry and it will be shown with this 
field. 

 

Or leave this field blank to report on all Users receiving or making calls and all Departments 
receiving calls within the Report period and select Allow Global if this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 
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5 Select the Generate Report button and the report will be displayed. 
 

 
 
Report Columns 

Name Displays the name of the User making or receiving calls or the 
Department receiving the calls. 

Number Displays the extension number of the User or Department. 

# Calls Displays the number of calls received. 

Inbound 

Total Displays the total number of calls received. 

Connect Displays the number of calls answered by the User or Department. 

Aband Displays the number of calls that were ended by the caller before the 
call was answered. 

VM Displays the number of calls that were answered by voicemail. 

Max Call Length Displays the time of the longest call handled by this User or 
Department. 

Talk Time Displays the total connection time for these calls.  

Outbound 

Total Displays the total number of calls made by this User. 

Connect Displays the number of calls that were answered. 

Unans Displays the number of calls were ended before the call was answered. 

Total Talk Time Out Displays the total amount of time spent on answered calls.  

Total Talk Time Displays the sum of the value in the Inbound Talk Time column added 
to the value in the Outbound Total Talk Time Out column. 

 
A list of the calls that have been counted for each User or Department can be viewed by selecting the 
entry under the Name column.  Please refer to the Standard Drill Down Report section from page 76 for 
further details.  
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Overview by User 

This report provides in-depth information on incoming and out going calls for each User receiving or 
making calls within the Report Period.  This can be for a specific User, for Users within a Company or 
within a Reporting Group or for all Users receiving and making calls within the Report Period. 
 

1 From the list of Call Performance reports select the Overview By User report. 
2 From the Report Period list box select the period required or enter the specific dates needed, and 

enter an In Time Period if required, as described in the Report Period section from page 25. 
3 Within the For: field start to enter the name of the User, Department, Company or Reporting Group 

you wish to report on and once it appears in the list select the entry and it will be shown with this 
field. 

 

Or leave this field blank to report on all Users receiving or making calls within the Report period 
and select Allow Global if this option is displayed . 

4 Within the Call Type: option select either Internal or External or both. 

 

5 Select the Generate Report button and the report will be displayed. 
 

 
 
Report Columns 

Name Displays the name and extension number of the User that received or make the 
calls. 

Totals Displays the total number of incoming and outgoing calls received or mad e by 
this User. 

Total Ans Displays the number of these calls that were answered. 

Total Talk Time Displays the time spent on answered calls. 

Inbound 

Total Displays the number of calls received by this User. 

Dir Displays the number of calls sfdfjwfe!ejsfdumz!up!uif!Vtfsǃt!fyufotjpo!fjuifs!wjb!bo!
internal call or externally via their DDI number. 
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Dept Calls Displays the number of calls received by this User via a call to a Department. 

Picked Up Displays the number of calls this User answered by picking up the call either from 
a Park slot or b!dpmmfbhvfǃt!dbmm!via a Favourite. 

Ans Displays the number of calls answered by the User. 

Aban Displays the number of calls that were ended by the caller before the call was 
answered. 

VM Displays the number of calls that were answered by voicemail. 

Talk Time Displays the total connection time for all the inbound calls.  

Avg Talk Time Displays the average amount of time spent on inbound calls. 

Max Talk Time Displays the longest time spent on a call. 

Avg Ring Time Displays the average amount of time a caller will wait for a call to be answered. 

Outbound 

Total Displays the total number of calls made by this User. 

Unans Displays the number of outbound calls that were not answered. 

Avg Talk Time Displays the average amount of time spent on outbound calls. 

Max Talk Time Displays the longest time spent on a call. 

Dial Tone 

Calls Displays the number of times that the User went off -hook but ejeoǃu!nblf!b!dbmm.  
(This value will only be seen when the Internal Call Type is selected.) 

Time Displays the total amount time that this User was off -hook.  (This value will only 
be seen when the Internal Call Type is selected.) 

 
Further information about the calls counted for each User can be displayed by select the entry under the 
Name column.  A further report will be created displaying the calls grouped by the calls received directly 
bu!uif!Vtfsǃt!fyufotjpo-!dbmmt!sfdfjwfe!wjb!b!Efqbsument (sorted by the Department), calls picked up and 
calls made by the User. 
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Direct Calls 

B!mjtu!pg!uif!dbmmt!uibu!xfsf!sfdfjwfe!wjb!uif!Vtfsǃt!EEJ!ovncfs!ps!joufsobmmz!up!uifjs!fyufotjpo!ovncfs/ 

Column Purpose 

Date Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of 
the call. 

Name Displays the name of caller, if available.  If the Number is matched in the 
Dpoubdut!ebubcbtf!uif!Dpoubduǃt!obnf!xjmm!cf!ejtqmbzfe-!ps!jg!uif!bsfb!dpef!
within the Number is matched on your system database the relevant area of 
the country will be displayed, or if a User dialled in from one of their personal 
numbers, ie mobile/home/spare number, their User name will be displayed.  
For an internal call this will be the name of the User that made the call. 

Number Displays the external number presented with the call.  For an internal call this 
will be the extension number of the User that made the call. 

Target Name Displays the name of the User receiving the call. 

Target Number Displays the Usesǃt!fyufotjpo!ovncfs/ 
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Answered By Name Displays the name of the User that answered the call.  If the call was 
gpsxbsefe!up!ps!qjdlfe!vq!cz!b!dpmmfbhvf!uif!dpmmfbhvfǃt!Vtfs!obnf!xjmm!cf!
displayed here. 

Answered By Displays the extension number of the User in the Answered By Name column. 

Ringing Time Displays the time the call was ringing before it was answered. 

Connected Displays the time that this call  was connected. 

 
Departmental Calls Grouped By Department 

A list of the calls that were  received via a Department and answered by the User (sorted by 
Department). 

Column Purpose 

Date Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of 
the call. 

Name Displays the name of caller, if available.  If the Number is matched in the 
Dpoubdut!ebubcbtf!uif!Dpoubduǃt!obnf!xjmm!cf!ejtqmbzfe-!ps!jg!uif!bsfb!dpef!
within the Number is matched on your system database the relevant area of 
the country will be displayed, or if a User dialled in from one of their personal 
numbers, ie mobile/home/spare number, their User name will be displayed.  
For an internal call this will be the name of the User that made the call. 

Number Displays the external number presented with the call.  For an internal call this 
will be the extension number of the User that made the call. 

Target Name Displays the name of the Department receiving the call. 

Target Number Ejtqmbzt!uif!Efqbsunfouǃt!fyufotjpo!ovncfs/ 

Answered By Name Displays the name of the User that answered the call. 

Answered By Displays the extension number of the User in the Answered By Name column. 

Ringing Time Displays the time the call was ringing before it was answered. 

Connected Displays the time that this call  was connected. 

 
Picked up Calls 

A list of calls that were picked by the User either via a Park slot or via a Favourite configured for a User 
account. 

Column Purpose 

Date Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of 
the call. 

Name Displays the name of caller, if available.  If the Number is matched in the 
Dpoubdut!ebubcbtf!uif!Dpoubduǃt!obnf!xjmm!cf!ejtqmbzfe-!ps!jg!uif!bsfb!dpef!
within the Number is matched on your system database the relevant area of 
the country will be displayed, or if a User dialled in from one of their personal 
numbers, ie mobile/home/spare number, their User name will be displayed.  
For an internal call this will be the name of the User that made the call. 

Number Displays the external number presented with the call.  For an internal call this 
will be the extension number of the User that made the call. 

Target Name Displays the name of the User receiving the call. 

Target Number Ejtqmbzt!uif!Vtfsǃt!fyufotjpo!ovncfs/ 



 

  Reports 
68  Vision User Manual v1.8 1020/2 

Answered By Name Displays the name of the User that picked up the call and thereby answered 
the call. 

Answered By Displays the extension number of the User in the Answered By Name column. 

Ringing Time Displays the time the call was ringing before it was answered. 

Connected Displays the time that this call  was connected. 

 
Outbound Calls 

A list of the outbound calls made by the User. 

Date Time Displays the date (yyyy-mm-dd) and time (hh:mm:ss ƿ in 24 hour format) of 
the call. 

Name Displays the name of the User making the call. 

Number Ejtqmbzt!uif!Vtfsǃt!fyufotjpo!ovncfs/ 

Target Name If the number in the Target Number column was matched in the Contacts 
database the relevant Contact Name will be displayed here.  If the Target 
Ovncfs!jt!tupsfe!jo!b!Vtfsǃt!qfstpobm!ovncfst-!jf!npcjmf0ipnf0tqbsf!
ovncfs-!uif!Vtfsǃt!obnf!xjmm!cf!ejtqmbzfe!ifsf/  For an internal call this will 
be the name of the User or Department that was called. 

Target Number Displays the number that was dialled. 

Call Duration Displays the total time for this call, including ring time . 

Connected Time Displays the total time that this call was connected . 

 
A speaker icon displayed in the final column indicates that the call was recorded.  Click on the icon to 
listen to the recording.  For further information please refer to the Accessing Call Recordings section 
from page 14. 
 
Further data about each call can be viewed by selecting the date and time under the Date Time column. 
This will display the standard drill -down report for the selected call.  Please refer to the Standard Drill 
Down Report section from page 76 for further details.  
 

Overview by User Concise 

This report is an alternative to the Overview By User report in that it does not provide reporting on 
abandoned inbound calls.  Please refer to the Overview by User section from page 64 for details on how 
to use this report. 
 

 
 
































































































































































