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AVAYA CALL REPORTING
FOR AVAYA IP OFFICE™

35 Making it easy to understand
what happens with every call.

Avaya Call Reporting helps you manage your phone system and business with ease and
confidence. Cradle to grave call reporting and tracking is presented through over 50 standard

reports. Recording Library provides easy access to recordings within the same reporting

interface via IP Office Voicemail Pro integration. Realtime agent seat and Agent Dashboards

enhance IP Office hunt groups and deliver visual call management with wallboards and

customized agent dashboard displays.

Standard Reports

You can’t manage what you can’t measure.
Avaya Call Reporting offers over 50 standard
reports to create visibility and efficiency.
Cradle to grave reporting can validate each
inbound, outbound and internal call from start
to finish.

Custom Reports

With Custom Reports you can create original
reports and edit or customize existing reports.
Reports can be defined by you, making Avaya
Call Reporting fit into your business without
having to adjust your daily routines. Reports
can be tailored and branded to fit your unique
business requirements.

Recording Library

Recording Library easily integrates with IP
Office Voicemail Pro and cradle to grave
reporting. Recording Library enables you to
evaluate your employees and listen to their
specific calls. Customizable retention policies
determine how long recordings are kept, and
allow storage throughout your network.
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Agent Dashboards

Agent Dashboards improve agent productivity
and visibility through widgets and account /
reason codes. Widgets allow agents to govern
themselves and add value to their calls.
Account codes enable entry of more
information about calls, while reason codes
enable agents to notify supervisors of their
status. Agent Dashboards also easily integrate
into URL based CRM'’s such as Salesforce.

Realtime

Realtime enables you to manage your
employees in the moment. You can see how
many calls are being taken, on hold or missed,
along with in progress agent, group or
extension calls with wallboards displaying
current statistics. Wallboards are easy to
implement with pre-built templates and can be
customized, including setting alerts and

trigger thresholds.
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Ad d o n L I Ce n S e Call Info Recording Duration  Calling Party Recelving Party Caller Name Location Group Start Timestamp

alls (858 Loal) 1
R e o r t s 5 Call 2018260345748 - Inbound 0:01:37  (801) 5550740 ) soseph Fax(1148) Nora Collier salt Lake City, Uteh Mar 26, 2018 12:11:33 AM
p & ’ Call -2018260345749 - Outbound 0:00:16 o Credit 1(1203) (800) 555-3737 United States Mar 26, 2018 12:22:07 AM
. . . B Call 2018260345751 - Inbound @ 00742 (801) 5553740 “j Mario Kelly(1182) Henry Browning Salt 1ake City, Utah Appointments Mar 26, 2018 1:16:59 AM
/ Va | | a b | e W | t h R e C o rd | n g DEAIIIH Attendant 0:00:50 (801) 555-3740 MainAA Mar 26, 2018 1:16:59 AM
|_ . b A Ringing 0:00:06 Appointments Appointments Mar 26, 2018 1:17:49 AM
| ra ry € Talking 0:02:05 (801) 555-37 @ Marlo Kelly(1182) Appointments Mar 26, 2018 1:17:55 AM
= Park 0:01:02 (801) 555-3710 Appointments Appointments. Mar 26, 2018 1:20:00 AM
* Agent Scorecard Summar
9 y @ 1aiking @ w23 (015553740 1 Cynthia Hart(1113) Appointments Mar 26, 2018 1:71:02 AM
Transfer Hold 0:00:03  (801) 555-3740 l Cynthia Hart(1113) Appointments Mar 26, 2018 1:23:25 AM
¢ Group Scorecard Summar ©
p y éTld":r&!l 0:00:00 (801) 555-3740 Appointments Appointments. Mar 26, 2018 1:23:28 AM
Ringing 0:00:11 (801) 555-3710 Appointments Appointments. Mar 26, 2018 1:23:28 AM
» Scores by Agent L
@ alking @ oouoz  (801)555 3740 3 mario keliy(1182) Appointments Mar 26, 2018 1:23:39 AM
Drop 0:00:00 Mar 26, 2018 1:24:41 AM
» Scores by Group X
+ [ Call -2018260345752 - Inbound @ ooxi8  (801)555-2244 fj Mario Kelly(1182) Terrence Cannon Salt Lake City, Utah Appointments Mar 26, 2018 2:01:29 AM
® “ Call -2018260345753 - Inbound 0:05:13 (801) 555-8533 ‘g Mario Kelly(1182) Nicole Suarez Sall Lake Cily, Utah Appointments. Mar 26, 2018 3:39:39 AM
A va | | a b | ew | t h A e Dt - [ Call 2018260315751 - Internal 0:00:02 @ Mario kelly(1182) ) xenncth watkins(1111) Mar 26, 2018 4:01:21 AM
g ] Q Gall 2018260345755 - Inbound 0:00:54 (801) 555 1000 ‘g Mario Kelly(1182) Bernard Guerra Salt Lake City, Utah Appointments Mar 26, 2018 4:1/:18 AM
D as h b oa rd S & Call 2018260345756 - Tnbound @ o6 (2175559171 “j Mario Kelly(1182) Shawn Bradley DIR ASST, Tlinois Appointments Mar 26, 2018 5:53:25 AM
= Call -2018260345757 - Inbound 0:00:52  (801) 555-9163 MainAA Kyle Downs Salt Lake City, Utah Appointments Mar 26, 2018 6:08:13 AM
o« A ge nt Reason Code Re po rt = ) Call -2018260345760 - Inbound 0:14:24 Stephanie Ashley St Lake Cily, Utah Appointments
= ' nan-an B

Agent Reason Code Trace
Reason Code Report
Agent Reason Code by Time

Avaya Call Reporting Standard Reports

Time of Day Reason Code

Account Code Group Local Number
Available with Realtime « Account Code Summary « Excessive (Event Type) « Inbound Calls by Local
+ Agent Realtime Feature Trace « Calls by Account Code by Group Number
« Agent Time Card Agent ¢ Group Abandoned Calls . ;ocal Number Inbound
.G S by A 9 « Group Event Summary ummary
roup Summary by Agent « Agent Calls & Summary - Group Presented Calls Ti Int |
* Agent Performance Summary « Agent Inbound Calls .G s X Te tnCeI:\\//aI
Agent Summary by Group & Summary roup Summary gent Call Volume
. Agent Outbound Calls *« Group Summary by Agent e Inbound Call Performance
& Summary ¢ Queued Calls by Group e Inbound Call Summary
* Agent Summary by Group * Queued Call Volume * Lost Call Summary
¢ Agent Talking Summary ¢ Queue Summary by Group ¢ Qutbound Call Summary
¢ Agent Transfer Summary List of Calls e Inbound Call Service Level
* Agent Voicemail Summar
About Avaya ¢ Y. . oncalls Trunk
Avaya is a global leader : i\éeer;ttSequence Calls by ¢« Abandoned Calls e Trunk Usage by Time
in digital communications » Excessive (Event Type) * Agent Calls * Trunk Usage Summary
software, services and by Agent * Agent Inbound Calls Tag

Agent Outbound Calls

devices for businesses of all Call Direction « Tag Summary
sizes. Our open, intelligent . Call Direction Summary * Call Details No Tag

and customizable solutions « Calls by Call Direction + Calls by Accou_nt C_ode + Basic Systern Totals
for contact centers and * Calls by Call Direction

unified communications Call Costing + Calls by Caller ID " Cradle to Grave
offer the flexibility of Cloud, * Agent Call Cost & Summary . ca|is by External Party

on-premises and hybrid * Roles Call Cost & Summary « Conference Calls

deployments. Avaya shapes Caller ID
intelligent connections - Calls by Caller ID Event Sequence Calls
and creates seamless * Inbound Caller ID Summary by Agent
communication experiences Excessive (Event Type)
for our customers, and their External Number by Agent

) e Calls by External Party
customers. Our professional
planning, support and
management services teams
help optimize solutions,
for highly reliable and
efficient deployments.
Avaya Holdings Corp. is
traded on the NYSE under
the ticker AVYA. For more
information, please visit
www.avaya.com.

Event Sequence Call List

Excessive (Event Type)
» External Number Summary by Group
Group Abandoned Calls

Group Presented Calls

Inbound Calls by Local
Number

Queued Calls by Group

Avaya Call Reporting is supported by Avaya IP Office 10.0+
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