Virtual Office

Virtual Office Analytics

Version 1.1




Copyright © 2015, 8x8, Inc. All rights reserved.

This document is provided for information purposes only and the contents hereof are subject to
change without notice. This document is not warranted to be error-free, nor subject to any other
warranties or conditions, whether expressed orally or implied in law, including implied warranties
and conditions of merchantability or fitness for a particular purpose. We specifically disclaim any
liability with respect to this document and no contractual obligations are formed either directly or
indirectly by this document. This document may not be reproduced or transmitted in any form or
by any means, electronic or mechanical, for any purpose, without our prior written permission.

8x8® is a registered trademark of 8x8, Inc.

All other trademarks, service marks, registered trademarks, or registered service marks are the
property of their respective owner/s. All other brands and/or product names are the trademarks
(or registered trademarks) and property of their respective owner/s.






Virtual Office Analytics - User Guide

Contents

OV IV W il 5
FOatUNES | e e e e e e e 5
What is NeW ? . 6
Scheduled REPOItS . . . . . . o o o o e e o e e e e e e e e e e e e e e e e e emeeaeeaaeaeaaaan 6
Visual Presentation of Call Activity for EXtensions SUMMQIY . . . . . . . . . . e e e e e e e e e e e e e e e e e e e e e e mmmmme e e e e eeeeceeeaeeeeannn 6
Quick Filters in Call Detail Report . . . . . . . . o o e e e e e e e e e e e e e e e e e e eeeaaceaeaaeeaaaaaaan 9
Highlights from Previous RelEASE . . ... . . . . o e e e e e e e e e e e e e e e e e e e e e e e e e e e e eeeeeememm—aeaaaaaan 9
0 {0 10
KNOW the INterface . . . e 11
DefiNe SEttiNgS - . e e e e e 11
Get Call MetriCS - . e 15
COMPANY SUMMQAIY . . . o o e e e e e e e e e e e e e e e e mm e e m o mmm o mmm i mmm e mm e e mmm e mmm e mmmamemeceecceeeceeceeeeeeemeameeanann 17
Download and EXport @ REPOIt . . . . . . . o e o e e e e e e e e e e e e e e e eeee e eeaaaeaaaaaaan 20
EXtensions SUMMQGIY . . . . . . o . e e e e e e e o e e e e e e e e e e mmm e aaaaeeeem e aaaaeaeeeemm e aaaaaan 20
L =T 0 1 Y 23
Call Detail Record . ... . . o o o e e e e e e e e e e e e e e e e e e e e e e eeeeeeaeaeeeaaaeaaaaan 31
Yo 1= L 34
Unreturned Calls . . . . o o o e e e e e e e e e e e e e eeaeaeaaaaaan 36
Calls by DID ~ .« . . e e e e e e e e e e e e e e e e e e e eeee e eeeaeeaaaaeeaaaaaan 39
Schedule RePOIES . . ... ettt 40
FeatUres . . o e e e e e eeeaeeaeeaeeeaeeaeeaeeaceaaaaa- 40
How do | schedule a report? ... .. . . . ...ttt e eeeeeeemeeeeeeaeeee e 41
How do | edit Greport? .. ... . . . .. e e e e eeeeeeemeaeea e 42
How do | download a scheduled report? ... .. . . . . . e eeeeeeeeaeaeeeeeeeeeeeeeae—e—naaaan 42
How do | archive a scheduled report QUEry? . . . . . . o . e e e e e e e e e e e e aeaeeeeeeememe e aaaaaaaaaan 43
Get CallQuality Detail . ... 44
Call Quality Trend . . . . . o o o e e e e e e e e e e e e e e e e e emaeaemaaeaeeaaaaan 45
Voice Quality SCOTe . . L e e e e e e e e e e eeeeeeeaaeeeaaeeeaaaan 45
Call Quality Detail . . ... . . o e e e e e e e e e e e e e e eeeaaaamaaaaan 46
Gt DeVICe StatUS | it e e eaeeeeaaas 47
L= @ IO =TT 1= o] 48
Queue Dashboard . . . . . . o o e e e e e e e e e e e e meee e eaeaeeaaaaan 48
(O == 50
Queue Detail . . . . . . e e e e e e e e e e e e eeee e eeaaaceaaaaeeaaaaan 52
Queue Call DAt . . . . . . o o o e e o e e e e e e e e e e e e e e e meaaeeaaeaeaaaaaan 53
Get RING Group Call Data .. ...ttt et e e e e e e e e e 55
Get EMPIOYEe StatUS e 58
Configuring Privileges for Dashboards ... ... .. . 59



8x8, Inc. Virtual Office Analytics - User Guide

Overview

8x8 Virtual Office phone system now offers extensive historical and real-time data that helps company
executives and managers to understand the overall system usage and call quality performance.

Virtual Office Analytics is a robust suite of web-based tools that provide enterprise-level analytics and
democratization of information that can be used to make highly informed business decisions. This suite of
services deliver easy to use, customizable and rapid insights into the historical and real-time information
associated with all extensions and devices in an organization’s Virtual Office phone system. Granular
details are available from a highly scalable data platform and can be viewed in a graphical or tabular
format on any device. Many reports are also exportable into Excel or CSV for further evaluation and

archiving.

Features

m Access user-friendly dashboards with company-wide, department, or extension user-level call metrics
at the fingertips.

» Get vital canned and ad-hoc reports on desktop as well as mobile devices.

= Apply custom filters and extract desired data.

» Export report data to CSV or Excel for further evaluation and archiving.

» Offer workgroup managers the ability to monitor call traffic and adjust work force.
= Allow managers to monitor agents’ performance.

= Retrieve call quality trends and call quality detail information.

= Get individual end-point device status around the globe in real time and take corrective measures in
the event of disasters.
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Whatis New?

Virtual Office Analytics - User Guide

In this release 1.1, Virtual Office Analytics offers the following enhancements:

Scheduled Reports

You can now schedule reports and receive links to the scheduled reports via email. Scheduling is now

available for
= Company Summary report
= Extension Summary report

= Call Record Details report

For details on scheduling reports, click here.

Visual Presentation of Call Activity for Extensions Summary

In Extension Summary report, we have introduced four charts.

Dashboard
@ Extensions SUMMary -os:ze2015 us/paciic)
Call Report v
Summary for first 10 Employees
N Call Quality ~
200
S CallQueue ~
& Ring Group ~ 150
L EmployeeReport ™ .
3 100
0 DeviceRepore v ©
s0
|
000 l00s 1004 1005 100 1012 1013 104 015

Total Inbound Calls
Total Abandoned Calls

Total Outbound Calls

Summary Across Departments

Total Inbound Calls 17 Total Outbound Calls 1% Total Answered Calls

. B 1t0100f 1.262

Total Answered Calis 1 Total Missed Calls

Reset zoom

wuDE Conference Room  Channel / 2700 Net Ops - Provisioning S5 - Tier 2 Operations

I e

8x8, Inc. Welcome, Naiini v I8

Top N Total Inbound Calls for 10 Extensions

s

Total Inbound Cal

Brenchesv | Departmentse | Y B 2
T T
Total Inbound Calls
s Across Departments

[ET— <

= Summary for first ‘n’ employees: You can select the number of extensions under the selected

branch(es) and department(s) and view the summary of extension call activity for selected metrics

(total inbound, total outbound, total missed, total abandoned and total answered).
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Extensions Summary - ce/ze/2015 (usimpacific
200
-
150
A
&
= 100 L
L -
50
o
1000 1003 1004 1005 1010 1012 1016
Total Inbound Calls Total Qutbound Calls Total An - Calls
Total Abandoned Calls

» Top “N” <selected metric> for ‘n’ extensions : In this chart, you can select a metric such as
Total Inbound Answered and view the extensions which answered most inbound calls in the time
frame selected. The stats are displayed in sorted descending order by extension. Example: Sales
manager can now identify his star performers by looking at the extension that answered the most
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inbound calls.
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Branches = Departments «

Top N Total Inbound Calls for 10 Extensions

| Filter Chart By

Total Inbound Calls
Total Inbound Calls
Total Outbound Calls
Total Answered Calls
Total Missed Calls
Total Abandoned Calls
Total Inbound Answered
Total Inbound Missed
Total Inbound Abandoned

1000 Total Outbound Answered

Total Qutbound Abandoned

neiz

[ Total Inbound Calls

Summary across Departments: You can select multiple departments and see a summary chart
that compares selected metrics (total inbound, total outbound, total missed, total abandoned and

total answered) across departments.

Total Inbound Calls

) - I
H =
=

3500 Net Ops - Frovisioning C3S - SEDS

O Total Missed Calls
Css-Tier 2

W Total Inbound Calls ' Total Outbound Calls
Total Abandoned Calls

0 B 110100f 1,262

System Ops,
1 €55 - SEDS - Sales Engine
= €55 - Enterprise Suppart
55 - SEDS - Deployment Enginsering |
Total Qutbound Calls Sales-vee _‘\.
Net Ops - LNP
D

Total Answered Calls

Total Abandoned Calls

NetOps -
CS5 - SEDS - Deployment Management
cs3-sue

Sales Operations

oK Cancel

Summary Across Departments PN Total Inbound Calls Across Departments
00
Filter Chart By €55 - SEDS - Implementatio BII g and Collections
4 Selected - Net Ops -

Products

Marksting
[ 2650

Finance

Net Ops - IT

Chay

Search

Total <selected metric> across departments : In this chart you can compare the selected metric

across departments.

‘ Billing & Callections

nA
/.mpumm atio

Enterprise Sales
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Quick Filters in Call Detail Report

= |n Call Detail Records report, you can quickly filter and get down to the data of interest.

= Example: You can look into the ‘dial-in number’ and filter the incoming calls that got transferred into
Auto Attendant and eventually got answered.

@ Dashboard N I s
Call Detail Records »os/302015 00:00- 0130 B
Call Report v
(o 1)
Company Summary _Add Fikeer - |
Excensions Summary s[z] 1to 11 of 11 fitered from 1,002 total entries)
Coll Detal Records
. R R . . L e L . Cailee LastRedirecs . . parene
e catp 2 legip  Swmime S AmwerTime 2 SwpTime S TaTme: Cler s SR aee 2 S s Direcion & cause 2 PO
Unreturr 06/30/201500:01:08  06/30/2015 00:01:08  06/30/2015 00:01:21 = 00:00:13 +1(888)898-8733 18888988733 445 N/A AutoAttendant Transfer N/A
Callz ByDID 06/30/201501:2009 | 06/30/201501:20:09 03072015 01:2021 000012 | NA WA as5 A AutoAtiendant Transter | NiA
A Call Quality > 06/30/201502:22:17  06/30/201502:22:17  06/30/2015 02:22:45  00:00:28 +1(888)617-0776 800 Service 445 N/A AutoAttendant Transfer N/A
S Gall Queve ~ 06/30/201502:22:45  06/30/201502:22:46  06/30/2015 02:23:39 = 00:00:53 +1(888)617-0776 800 Service 445 N/A AutoAtter Normal N/A
# Ring Group ~ 06/30/201502:23:34  06/30/201502:23:34  06/30/2015 02:23:57  00:00:23 +1(360) 783-6871  Travis Bishop ~ 445 N/A AutoAttendant Normal N/A

Highlights from Previous Release
= Trending charts for Company Summary report: For Company Summary report, you can track call
activity trends for that day, the day before, last 7 days, last 30 days or for a custom date range.

= Enhanced filtering abilities for Extension Summary report: You can filter data by date range and
branch office or department.

= Ability to set time zone

= Enhanced metrics in extension summary report: Total Inbound and Total Outbound metrics provide
separate stats for internal (extension to extension) and external calls.

= Enhanced searching and filtering ability in employee status report: You can search by first name,
last name, and filter by a specific alphabet.

= Ability to select US or UK date format for reports
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Login
1. Tologinto Virtual Office Analytics, navigate to https://ss0.8x8.com/login/dashboard.

2. At the prompt, enter your Virtual Office user credentials.

@ﬂ https: //s50.8x8.com)/login/dashboard ¢ | (B~ indian ink QawB ¥ A =

98 wane

VO Analytics

& 8x8.1131

3. The Virtual Office Dashboard launches.

Note: Based on the type of 8x8 Virtual Office Analytics subscription, the corresponding
dashboard launches.

Version 1.1 10
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Know the Interface

When Virtual Office Dashboard launches, it lands on the following page:

Dashboard
8 Company Summary- ovsors
Call Report v
Toial Inbound Calls Total Ouibound Calls Total Ex2Ext Cals Toral Inbound Answered Total Missed Calls Total Abandoned Calls Active Calls
RN Call Quality v 583 186 61 470 152 61 44
§ Coll Queue v |
& Ring Group v
Call Summary
2 EmployeeReport o0
0 cevcersport
0
00:00 0 o1:30 21 03:00 07:30 0815 09:00
Total Inbound Calls 11 Total Outbound Calls
.l Additional Statistics .al Inbound Statistics il Outbound Statistics .al Ext 2 Ext Statistics
Total Call Time: 831723 Total Inbound Calls se3 @D Total Outbound Calls 18 ED Total Ext2Ext Calls 61
Average Call Time 00:07:17 Total Inbound Active Calls Ell Total Outbound Active Calls 8 Total Ext2Ext Active Calls 5
Tota! Talk Time sa23.48 Total inbound Answered Calls 70 @@L  TowlOwboundAnswered Cals 162  QEED)  Total Ex2Ext Answered Calls © G
Average Talk Time 00:04:45 Total Inbound Abandoned Calls 28 o« Total Qutbound Abandoned Calls 24 [ 12% ] Total Ext2Ext Abandoned Calls 9 [ 1a% ]
Total Ring Time 03:40:17 Total Inbound Missed Calls 13 EEB Total Ext2Ext Missed Calls 15 [ 2% J
Average Ring Time 00:00:19
Total Abandoned Time 00:09:50
Average Abandaned Time 00:00:10

= Use the navigation icons on the left, to access the desired dashboards and reports. The dashboard

menu is tailored to the Analytics package your company subscribes to. 8x8, Inc. currently offers:

o Essentials: Offers detailed reporting on all extensions in your organization including active calls,

abandoned calls, talk time, ring time, call detail records and more.

o Supervisor: provides a real-time view of all call activity in any selected call queue or ring group in

Virtual Office.

o Service Quality: Offers information to help you manage and monitor call quality and the status of

all your 8x8 endpoints in real-time.

a The

Define Settings

You can customize the Virtual Office Analytics dashboard to suit your needs. Whether it is changing time
zone of the reports or filtering metrics or filtering data by time period, Virtual Office Analytics offers you

the flexibility to tailor your reports.

Set up Time Zone

link on the right hand side offers options to select call metrics and/or date range.

By default, the time zone of your reports are set to the default time zone of your PBX. This is controlled in

Version 1.1
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Company Settings in Account Manager. Your phone system administrator can change the time zone in
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Account Manager for the following reports.

= Company summary

= Extensions summary

DID Calls

HOME | PHONE SYSTEM | BILLING | REPORTING | ORDERS | ACCOUNTS | SUPPORT | VIRTUAL OFFICE ONLINE

PHONE SYSTEM

¥ Extensions
¥ Auto Attendant

» Virtual and Tol-Free
Numbers

¥ Ring Groups

? Music on Hold

> Call Queves

> Switchboard

> Paging

> Company Settings
> Number Transfer

¥ Call Recording

> Edit Voicemail / Fax
Notifications.

Phone
System
Setup

Home = Phone System = Company Settings Enter keyword

Edit Company Settings

Phone System Name

Current Phone System Name gacharutest

New Phone System Name gacharutest (7]

Caller ID
Company Name qacharutest (7]
Main Number  Virtual Number. Ext 2003. (558) 645-7028 [=] (7]
Enable IM (7] Allow $aving Message History (7]
Enable SM$ (7] Allow Deleting Messaging History @

Selecting Time Zone controls the PBX defaulttime zone. PBX defaulttime zone affects the Virual Office Analytics reports below. By changing the time zone here,
time zone on the reports changes.

* Company summary

* Extensions summary

*DID Calls

All other Analytics reports have time zone selection from the report's user interface.

AsialCalcutia [=]

‘Communication Preferences

To look at the time zone settings in Virtual Office Analytics, go to Settings.

Version 1.1

Welcome, Nalini

Settings

Default Page Set this page as your default page

Remember last page

Default homepage

Notifications ﬂ\

| Time Zone Us/Mountain |

Date format (@) (MM/DD/YYYY) (DD/MM/YYYY)

12
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All other reports inherit time zone settings from Account Manager. But, you have the flexibility to change
the time zone from the report settings.

Customize Filter Advance Filter m

Start Date

03/03/2015 00:00

End Date

03/03/2015 23:58

TOP-N Records

50

Time Zone (

US/Mountain

Exclude forked/children calls

ﬂ

Set up Date Format

You can set up US or UK date format for all your reports. To change the current settings, go to Settings.

Welcome, Nalini w

Settings

Default Page Set this page as your default page
Remember last page
Default homepage

Notifications (@[

Time Zone Us/Mountain

I Date format  (®)(MM/DD/YYYY) (DD/MM/YYYY) I

Customize Viewable Data

You can customize the data you wish to view for each report. To access all the fields, go to Settings for
each report and select the desired fields.

1. Clickthe icon.

2. From the drop-down menu, click Select Call Metrics.

11
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Total Abandoned Calls

343

16:30 18:00 15:30

£ Select Call Metrics

I fh Select Date

A list of available call metrics is displayed.

Select Call Metrics

Columns
Total Inbound Calls
Total Qutbound Calls
Total Ext2Ext Calls

Total Inbound Answered

Total Missed Calls

Total Abandoned Calls

Select the desired metrics and click Apply.

BEBEBRE

4. The dashboard refreshes to display the selected metrics.

Version 1.1
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Filter Data By Date

1. Clickthe icon.
2. From the drop-down menu, click Select Date.

Filter By Date

Select a Date 01/29/2015 iz

January 2015

>
B - |

3

3. From the calendar, select a desired date.
4. Click Apply.

5. The dashboard refreshes to display the metrics for the selected date.

Get Call Metrics

Note: Available for Virtual Office Analytics Essentials users only.

Get an overview of call activities for the company and extensions. Moreover, access call details records for
simple point-to-point as well as complex multi-legged calls. The following call reports are available out of
the box.

Version 1.1 15
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s Company Summary
n Extensions Summary
n Call Detail Records
= Active Calls

» Unreturned Calls

= Calls by DID

Glossary - General Definitions Used in This Document

Term Definition
AA Auto Attendant is an automated receptionist service that directs callers to the desired des-
- tination.

Abandoned An incoming call abandoned by the caller before being answered live. It excludes calls
call answered by voicemail.

ACD : Automatic Call Distribution

Active Call A call currently in progress.

Answered : Anincoming call answered live (excludes incoming calls answered by auto attendant, ring

call group, call queue and calls that reach voicemail) or any outgoing call that is connected.
CDR : Call Detail Record

cQ Call Queue

CRM Customer Relationship Management

DID : Direct Inward Dialing

DID Call éAII incoming calls to DIDs including DIDs leading to auto attendants, call queues, ring

- groups, and direct to end users. Includes all missed calls. It excludes Ext2Ext calls.

DND : Do Not Disturb

Ext2Ext A call between two extensions within the PBX.
Call

LRA Last Redirected Address

Missed call A call that was not answered live but reached voicemail or abandoned.

MOS Mean Opinion Score

PBX Private Branch Exchange—a private telephone network used within a company.

Version 1.1 16
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RG Ring Group
RTP Real-time Transport Protocol
SIP Session Initiation Protocol—a telecommunication protocol for signaling and controlling mul-
- timedia communication sessions.
Unreturned éAn incoming call that entered the PBX and reached voicemail but was not returned by any
call - extension within the PBX.
VM ' Voicemail

Company Summary

The Company Summary dashboard provides a high-level overview of usage of your business phone
system. Using these metrics, you can analyze the inbound and outbound traffic pattern and adjust your

business hours to serve your customers. Click on any metric listed on the dashboard to view a graph chart.

The default view provides data from the beginning of the day (12 am) to the time you generate the report.
You can track call activity trends for that day, the day before, last 7 days, last 30 days, or for a custom

date range.

To select the desired time period, click

B B

4

D pe B W

Company Summary » os2s/2015 (Us/Pacific)

Total Inbound Calls Total Outbound Calls

Total Ext2Ext Calls

Total Answered Calls Total Missed Cals

395 132 179 188 12+
Call Summary Chart » 15 Min Duratio
Call Summary
200
150
100
s0
o =0 8 = = |
00:00 00:45 01:20 0215 02:00 03:45 04:30 05115 06:00 06:45
Total Inbound Calls Total Outbound Calis Ml Total Ext2Ext Calls
-l Additional Statistics -l Inbound Statistics _al Outbound Statistics
Total Call Time 131814 Total Inbound Calls o G Total Outbound Calls 395
Average Call Time 00:05:19 Total Inbound Active Calls 32 Toral Outbound Active Calls 20
Total Talk Time 00:19:55 Total Inbound Answered € Total Qutbound Answered 320
Average Talk Time 00:05:09 Total Inbound Abandoned a7 Total Outbound Abandoned 46

Total Abandoned Cal

118

12%

and select an option from the drop down menu.

8x8, Inc. ‘Welcome, Nalini w  [g

TOoOU

Yesterday
Last 7 Days

Last 30 Days

Last Menth
Custom Range

FROM T

06/01/2015 | | 06/25/2015

al Ext2 Ext Statistics

Total Ext2Ext Calls 132 EED
Toral Exi2Ext Active Calls 9

Toral Exi2Ext Answered ol
Total Ext2Ext Abandencd s EBD

m

Version 1.1
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CALL SUMMARY REPORT: These stats are at the PBX level of hierarchy for a given day. By default,
the report extracts data from the beginning of the day.

Column

Description

Total Inbound Calls

éTotaI number of incoming calls received by the PBX from outside.

Total Outbound Calls

éTotaI number of outgoing calls from the PBX to the outside.

Total Ext2Ext Calls

éTotaI number of calls dialed within the PBX from one extension number
éto another extension number.

Total Inbound Answered

éNumber of incoming calls answered live (excludes calls answered by
éauto attendant, ring group, call queue and calls that reach voicemail). It
éexcludes Ext2Ext calls.

Total Missed Calls

éNumber of calls that were not answered live (calls that reached voice-

émail plus calls that were abandoned). It excludes Ext 2 Ext calls.

Total Abandoned Calls

éNumber of calls abandoned by the callers before being answered by a
élive person or before reaching voicemail (missed calls minus calls that
éreached voicemail). It excludes Ext2Ext calls.

Active Calls

éNumber of calls currently in progress at the time of this report. This
éexcludes Ext 2 Ext calls.

Additional Statistics (Includes Ext2Ext Activity)

Total Call Time

éCumuIative duration of all successful calls both Ext2Ext and external

é(i.e. dialing + ringing + all call handling time).

Average Call Time

éAverage length of a call.

Total Talk Time

éCumuIative duration of the talk time of all successful calls. Itincludes
éExt2Ext calls.

Average Talk Time

éAverage length of a call talk time.

Total Ring Time

éCumuIative duration of the ringing time for all calls. It includes Ext2Ext
‘calls.

Average Ring Time

éAverage duration of ringing time for a call. It includes Ext2Ext calls.

Total Abandoned Time

Version 1.1

éCumuIative duration of all abandoned calls (all calls where CALLER
éends the call before being answered). Itincludes Ext2Ext activity and

écalls answered by auto attendant but abandoned while waiting in call

18
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Column

Description

‘queue.

Average Abandoned Time

éAverage length of calls that are abandoned. Itincludes Ext2Ext calls.

Total Voicemail Calls

éTotaI number of incoming calls that reached voicemail.

Inbound Statistics (Excludes Ext2Ext Activity)

Total Inbound Calls

éTotaI number of calls received by the PBX from outside.

Total Inbound Active Calls

éTotaI number of inbound calls in progress at the time of this report.

Total Inbound Answered Calls

. Total number of incoming calls answered live. It excludes those
-answered by voicemail or by an auto attendant.

Total Inbound Abandoned Calls

éTotaI number of incoming calls abandoned by callers before being

‘answered by a live person or before reaching voicemail.

Total Inbound Missed Calls

éTotaI number of calls that were not answered live (calls that reached
ivoicemail plus calls that were abandoned).

Outbound Statistics (Excludes Ext2Ext Activity)

Total Outbound Calls

éTotaI number of outgoing calls from the PBX to the outside.

Total Outbound Active Calls

éNumber of outbound calls in progress at the time of this report.

Total Outbound Answered Calls

éNumber of outbound calls that were connected. Itincludes all calls
éanswered live or by auto attendant or calls that reached voicemail.

Total Outbound Abandoned Calls

éNumber of outbound calls abandoned before being answered by the
édestination party.

Ext2Ext Statistics

Total Ext2Ext Calls

éTotaI number of calls dialed within a PBX from one extension to

-another extension.

Total Ext2Ext Active Calls

éNumber of extension to extension calls in progress at the time of this
report.

Total Ext2Ext Answered Calls

éNumber of calls between extensions that were answered by a live per-

'son. It excludes calls answered by voicemail or auto attendant.

Total Ext2Ext Abandoned Calls

éNumber of calls between extensions that are abandoned by the caller
ébefore being answered.

Total Ext2Ext Missed Calls

éNumber of calls between extensions that went unanswered (either
iabandoned or answered by voicemail).

Version 1.1
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Download and Export a Report

You can download a report in CSV and Excel formats.

1. Scroll down on any report view.

@ Dashboard
Extensions Summary - ezrzsizors E-To
Call Report ~
10 [r] 1to100f1.101 Search
Company Summary
I =
Extensions Summary
Extension First Name Last Name. Total Answered Abandoned Missed Active Totat Answered Abandoned Active
Call Decail Records - = N < * * ¢ < < * <
Active Galls sl 1000 Receptionist Extension 79 73 ED ‘€ 1 4 EN 752 } 1 ED
Unrecurmed Calls u 1001 88 NoC 0 0 0 0 0 0 0 0
Calls By DID Lusl 1003 Ahmed Hamud o 0 0 [4 0 1 0 1 D
N Call Qualry - sl 1004 Eric Brager 7 0 TED T ED 0 1 I 005 ) 0
|anl 1005 bill korbe o o 0 o o o o o
& CallQueue ~
|l 1010 kenneth chang o o 0 o o o 0 o
48 Ring Group ~
Lt 1012 Kyle Cameron 1 0 Y 100 ) Ll 100% ] 0 o 0 o
& Employee Report v
L 1013 Demob Marketing 0 0 0 0 0 0 0 0
De Re ~
0 Devce Repore ol 1014 Demot Grand Canyon 0 0 0 o 0 0 0 0
Ll 1015 Dema2 GrandCanyon 0 0 0 0 0 0 0 [ |
a7 it ] ¥
| O | < 23 4 5 M >

O
2. Click and select a desirable format.

Extensions Summary

This report provides a detailed summary of call activity for any extension in the PBX. Using this report,
you can track the number of answered, abandoned, and missed calls for each extension in the PBX, You
can also monitor the call traffic for each extension and supervise employee productivity. Learn the
extension that received the highest number of calls or the extension that placed the highest number of
outbound calls.

In Extension Summary report, you can get data in tabular format as well as look at the visual charts for a
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quick analysis.
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The following four charts in Extensions Summary provide a quick look at the call activity of an extension to

a department.

= Summary for first ‘n’ employees: You can select the number of extensions under the selected
branch(es) and department(s) and view the summary of extension call activity for selected metrics
(total inbound, total outbound, total missed, total abandoned and total answered).

Version 1.1
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Extensions Summary - ce/ze/2015 (usimpacific
200
-
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o
1000 1003 1004 1005 1010 1012 1016
Total Inbound Calls Total Qutbound Calls Total An - Calls
Total Abandoned Calls

Top “N” <selected metric> for ‘n’ extensions : In this chart, you can select a metric such as
Total Inbound Answered and view the extensions which answered most inbound calls in the time
frame selected. The stats are displayed in sorted descending order by extension. Example: Sales
manager can now identify his star performers by looking at the extension that answered the most

22



8x8, Inc.

inbound calls.

Virtual Office Analytics - User Guide

Branches =

Welcome, Malini w

Y &

Departments «

Top N Total Inbound Calls for 10 Extensions

100

75
| | I
0

1815 1806 1805 1000

Calls
wn
[=]

[l

| Filter Chart By

Total Inbound Calls
Total Inbound Calls
Total Outbound Calls
Total Answered Calls
Total Missed Calls
Total Abandoned Calls
Total Inbound Answered
Total Inbound Missed

Total Inbound Abandoned
Total Outbound Answered
Total Outbound Abandoned

neiz

[ Total Inbound Calls

= Summary across Departments: You can select multiple departments and see a summary chart
that compares selected metrics (total inbound, total outbound, total missed, total abandoned and

total answered) across departments.

Summary Across Departments
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Filter Data

You can filter and customize the report to extract the data you need. You can:
Filter data by date range

Total <selected metric> across departments : In this chart you can compare the selected metric
across departments.

The extension summary report can be customized to extract data for a specific day, week, month, or year.

Version 1.1
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Click and select the desired time period.
Filter data by selecting columns

T
1. Click icon.
2. From the table, select the desired metrics. The data columns are grouped in to relevant categories

for convenience.

Select Columns

Externals & Internals | Outs&Ins | Times | Totals | Extensions D Reset

g
H

Columns.

External Inbound Total

Extarnal Inbound Answered

External Inbound Abandaned

External Inbound Missed

External Inbound Active

External Outbound Total

External Outbound Answered

External Outbound Abandoned

Extarnal Outbound Active

Internal Inbound Total

(= O]
(= O

Internal Inbound Answered

O
z
B

Internal Inbound Abandoned

ﬁ
z
3

Internal Inbound Missed

©]
z
B

Internal Inbound Active

Internal Qutbound Total

Internal Outbound Answered

H H H B
B U U B

Internal Outbound Abandoned

Internal Outbound Active:

Q
z
3

3. Enable the desired metrics.

4. The report refreshes the view.

Filter data by Branch/Department
1. Click the Branch drop down menu and select a desired branch.

2. Further, you can select departments within the branch office.

Version 1.1
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Note: Filters created on the page will be carried over when user exports the report.

Glossary - Extensions Summary

The metrics for extension call activity is now grouped under:

» Externals and Internals: Tracks call activity of extensions with numbers outside of PBX and with
other extensions.

» Outs and Ins: Cumulative metrics on call activity with external and internal

= Times: Tracks metrics on ringing time, abandoned time, or talk time of calls directed to or handled by
extensions.

= Totals: Track cumulative metrics (inbound and outbound) on the total number of answered,
abandoned, missed, and active calls.

s Extensions: Access extension details such as extension number, first name, last name, branch and
department affiliation of the extension user.

Externals and Internals

Externals: Calls from/to numbers  : Description
outside the PBX.

External Inbound Total éTotaI number of calls received by the extension from outside the
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Externals and Internals

Externals: Calls from/to numbers
outside the PBX.

: Description

PBX. Excludes calls from other extensions.

External Inbound Answered

. Total number of incoming calls answered live. It excludes calls

answered by voicemail or by an auto attendant.

External Inbound Abandoned

. Total number of incoming calls abandoned by callers before being
answered by a live person or before reaching voicemail (i.e.
- missed calls minus calls that reached voicemail).

External Inbound Missed

éTotaI number of calls that were not answered live (i.e. calls that
reached voicemail + calls that were abandoned).

External Inbound Active

éTotaI number of inbound calls in progress at the time of this report.
The value is zero, one, or two.

External Outbound Total

éTotaI number calls placed from the extension to the outside.

External Outbound Answered

éTotaI number of outbound calls dialed from the extension that were
answered at the destination. Itincludes calls answered by a live

. person, auto attendant, voicemail, etc.

External Outbound Abandoned

éTotaI number of outbound calls abandoned by the extension user
before being answered by the destination party.

External Outbound Active

éTotaI number of outbound calls in progress from this extension at
ithe time of this report. The value is zero, one, or two.

Internals: Calls from/to extensions
within the PBX.

Internal Inbound Total

éTotaI number of calls received by the extension from within the
PBX. Excludes calls received from outside the PBX.

Internal Inbound Answered

. Total number of incoming calls answered live. It excludes calls
answered by voicemail or by an auto attendant.

Internal Inbound Abandoned

éTotaI number of incoming calls abandoned by callers before being
answered by a live person or before reaching voicemail (i.e.

- missed calls minus calls that reached voicemail).

Internal Inbound Missed

éTotaI number of calls that were not answered live (i.e. calls that
reached voicemail + calls that were abandoned).

Internal Inbound Active

Version 1.1

éTotaI number of inbound calls in progress at the time of this report.

: The value is zero, one, or two.
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Externals and Internals

Externals: Calls from/to numbers
outside the PBX.

: Description

Internal Outbound Total

éTotaI number calls placed from the extension to other extensions.

Internal Outbound Answered

éTotaI number of outbound calls dialed from the extension that were
answered at the destination. Itincludes calls answered by a live
person, auto attendant, voicemail, etc.

Internal Outbound Abandoned

éTotaI number of calls abandoned by callers before being answered
by a live person or before reaching voicemail (i.e. missed calls

. minus calls that reached voicemail).

Internal Outbound Active

éTotaI number of outbound calls in progress from this extension at

éthe time of this report. The value is zero, one, or two.

Outs & Ins

Calls from/to numbers outside (External) Description

and within the PBX (Internal).

Inbound Total

éTotaI number of calls (external and internal) received by the

-extension.

Inbound Answered

éTotaI number of incoming calls (external and internal)
ganswered live by the extension. It excludes calls answered by
évoicemail or by an auto attendant.

Inbound Abandoned

éTotaI number of calls abandoned by callers before being
éanswered by a live person or before reaching voicemail (i.e.

. missed calls minus calls that reached voicemail).

Inbound Missed

éTotaI number of calls that were not answered live (i.e. calls that

greached voicemail + calls that were abandoned).

Inbound Active

éTotaI number of inbound calls in progress at the time of this

‘report. The value is zero, one, or two.

Outbound Total

éTotaI number calls placed from the extension to the outside.

Outbound Answered

éTotaI number of outbound calls dialed from the extension that
éwere answered at the destination. Itincludes calls answered

‘by a live person, auto attendant, voicemail, etc.

Outbound Abandoned

Version 1.1

éTotaI number of outbound calls abandoned by the extension
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Outs & Ins

Calls from/to numbers outside (External)

and within the PBX (Internal).

Description

éuser before being answered by the destination party.

Outbound Active

iTotaI number of outbound calls in progress from this extension

éatthe time of this report. The value is zero, one, or two.

Times Description

Ring Time éCumuIative duration of ringing before answering incoming
gcalls.

Avg Ring Time éAverage duration of ringing before answering incoming calls.

Talk Time éCumuIative duration of the talk time of all successful calls from
ithe time of connection to termination (currently includes the
‘hold time).

Avg Talk Time EAverage duration of the talk time of all successful calls.

Abandoned Time éCumuIative duration of all abandoned calls to this extension
i(all calls where caller ends call before being answered).
Includes Ext2Ext activity.

Avg Abandoned Time EAverage length of calls that are abandoned including Ext2Ext
gcalls.

Totals

Cumulative total (inbound and outbound) : e
: Description

of all answered, abandoned, missed,

active, and voicemail calls

Total Answered

. Total number of incoming calls answered live by the extension

§+ Total number of outbound calls dialed from the extension that

éwere answered at the destination

‘It excludes calls answered by voicemail or by an auto

éaﬂendant

Total Abandoned

éCumuIative total calls abandoned by callers before being

answered by the extension user or before reaching voicemail

. (i.e. missed calls minus calls that reached voicemail) + Total

Version 1.1
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Totals

Cumulative total (inbound and outbound) Description

of all answered, abandoned, missed,
active, and voicemail calls

énumber of outbound calls abandoned by the extension user
gbefore being answered by the destination party.

Total Missed éTotaI number of inbound calls that were not answered live by
gthe extension(i.e. calls that reached voicemail + calls that were
éabandoned) + Total number of outbound calls abandoned by
gthe extension user

Total Active éTotaI number of inbound and outbound calls in progress at the
gtime of this report. The value is zero, one, or two.

Total VM Calls éTotaI number of incoming calls that reached voicemail.

Extensions Description

Extension éUser extension number.

First Name éFirst name of the user assigned to the extension.

LastName éLast name of the user assigned to the extension.

Department éDepartmentthatthe extension user belongs to.

Branch éBranch office that the extension user belongs to.

Column Description

Extension éUser extension number.

First Name First name of the user assigned to the extension.

Last Name éLast name of the user assigned to the extension.

Inbound (Includes Ext2Ext Calls)

Total Inbound éTotaI number of inbound calls received by the extension. Itincludes

-calls from other extensions.

Internal éTotaI number of call received from other extensions within the PBX.
External éTotaI number of calls received from outside of the PBX.
Total Inbound Answered éTotaI number of incoming calls answered live. It excludes calls

ganswered by voicemail or by an auto attendant.

Version 1.1
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Column

Description

Total Inbound Missed

éTotaI number of calls that were not answered live (i.e. calls that
ireached voicemail + calls that were abandoned).

Total Inbound Abandoned

éTotaI number of incoming calls abandoned by callers before being
ianswered by a live person or before reaching voicemail (i.e. missed

.calls minus calls that reached voicemail).

Total Inbound Active

éTotaI number of inbound calls in progress at the time of this report. The

.value is zero, one, or two.

Outbound (Includes Ext 2 Ext Calls)

Total Outbound

éTotaI number of outgoing calls from the extension to the outside.

Internal

éTotaI number of calls dialed out to extensions within the PBX.

External

éTotaI number of calls dialed to outside of the PBX.

Total Outbound Answered

éTotaI number of outbound calls dialed from the extension that were
éanswered at the destination. Itincludes calls answered by a live per-
éson, auto attendant, voicemail, etc.

Total Outbound Abandoned

éTotaI number of outbound calls abandoned by the extension user
ébefore being answered by the destination party.

Total Outbound Active

éTotaI number of outbound calls in progress from this extension at the
itime of this report. The value is zero, one, or two.

Total Ring Time

:Cumulative duration of ringing before answering incoming calls.

Avg Ring Time

:Average duration of ringing before answering incoming calls.

Total Talk Time

éCumuIative duration of the talk time of all successful calls from the time
iof connection to termination (currently includes the hold time).

Avg Talk Time

éAverage duration of the talk time of all successful calls.

Total Abandoned Time

éCumuIative duration of all abandoned calls to this extension (all calls

éwhere caller ends call before being answered). Includes Ext2Ext activ-

ity

Avg Abandoned Time

éAverage length of calls that are abandoned including Ext2Ext calls.

Total Active

éTotaI number of calls currently in progress (inbound active + outbound

‘active). The value is zero, one, or two.

Total Answered

Version 1.1

éTotaI number of incoming and outgoing answered calls (number of
incoming calls answered live, excludes calls answered by voicemail or
éby an Auto Attendant + Number of outbound calls dialed from the exten-
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Column Description

ésion that were connected at the destination).

Total Missed

greached voicemail + calls that were abandoned).

éTotaI number of incoming calls that were not answered live (calls that

Total Abandoned

ganswered by this extension + Number of outbound calls abandoned by

éTotaI number of incoming calls abandoned by callers before being

éthe extension before being answered by the destination party.

VM Calls

éTotaI number of incoming calls that reached voicemail.

You can download the report to Excel format.

Call Detail Record

The Call Detail Record provides historical information about all (inbound and outbound) calls processed in

the time frame the user selects. This report provides real-time data, post call processing, including missed

and abandoned call details to enable and manage a quick call back to insure a lead or customer service

opportunity is not missed. The service also provides the caller's entire journey (i.e. call transfers)

throughout the organization to determine any patterns that may need attention. Complex calls are

handled as one CDR per call leg.
= Ability to select metrics: Yes
= Ability to customize filter: Yes

= Ability to export: Yes
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Glossary - Call Detail Records
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Column Description

Call ID A unique call identification number that identifies all legs of the original
écall.

Leg ID Identifies the leg of a call—a hop number such as 1 for direct, 2 for a for-
iwarded or transferred call for which this record refers to.

Start Time éThe time a call starts. Call starts as soon as caller goes off hook to dial.

Answer Time

éThe time when the call is answered.

Stop Time éThe time the first party disconnects the call.

Talk Time éDuration of the live call (Stop Time minus Answer Time) including the
‘hold time.

Caller éThe phone number of the caller.

Callee éThe phone number of the called party.

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

Cause éReason for a call: Normal, Redirected, Transfer, and Conference.

Status Indicates the status of a call as In Progress (dialing, talking, redirected)
éor Completed (ended).

Parent Call ID éParent call identification number of a complex (transferred, forwarded

éor conference) call. Searching by a Parent Call ID collects call details
éofall legs of a complex call.

Transfer To Call ID

éCaII identification number to which a call is transferred to. If a call if
itransferred to a 2nd call, it has a different call Id. The 2nd call will have
éa Transfer To Call Id with the value of 1st call's call Id.

Caller Name

éCaIIer Name of the extension from which the call originated.

Callee Name

éName of the called party if available.

Caller Device ID

éThe device identifier unique to the device of caller.

Callee Device ID

éThe device identifier unique to the device of called party ifitis avail-
‘able.

Caller Device Model

éDevice Model used by the caller in this leg of the call.

Callee Device Model

éDevice Model used by the called party in this leg of the call.

Caller ID

. Transmitted caller number and or name.

Missed

Version 1.1

Indicates if the call is missed. It includes calls that reached voicemail
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Column Description
éand or abandoned.
Abandoned Indicates if the call is abandoned by the caller before itis answered or
ghandled in this leg of the call (for this CDR or Call Detail Record).
Answered Indicates whether the incoming call was answered live (notincluding

éthose answered by voicemail). It also includes outbound calls that were
éconnected (answered by caller, auto-attendant, voicemail) for this leg
gof the call. Complex calls are represented by multiple CDRs. Each
ECDR represents one leg of the call. Answered means something dif-
gferent depending on the leg of the call. An incoming call to an AAis con-
ésidered answered by the AA in the initial leg. Ifthe call is then
gredirected from the AA to an extension, itis only considered answered
éifit is answered live (notif itis answered by voicemail). An outgoing
écall (outside the PBX) is considered answered in any way (live, AA,
ECQ, RG, VM, eftc.) since the type of answer is not always available.

Caller Service Name

éService Names include Auto Attendent, Ring Group Service, ACD Oper-
iator Service, Master Slave Service, One Number Access, Click To Dial.

Caller Service Type

éService Types include Custom, Virtual Extension, Voicemail, Auto
éAttendant, and Call Park Extension.

Callee Service Name

éService Names include Auto Attendent, Ring Group Service, ACD Oper-
iator Service, Master Slave Service, One Number Access, and Click To
' Dial.

Callee Service Type

éService Types include Custom, Virtual Extension, Voicemail, Auto

éAttendant, and Call Park Extension.

Last Re-Direct Number

éThe number of the last party that redirected the call.

Last Re-Direct Type

Indicates whether the call is a normal extension call, directed to a
iqueue, ring group, or etc. Possible values are 1 = Normal Extension, 3
§= Ring Group, 4 = Queue, 5 = Virtual Extension, 6 = Media Service
i(such as Voicemail, Auto Attendant, Master slave), and 7 = Call Park
éExtension.

Call Time

éTotaI duration of this leg of the call.

Caller Hold Duration

éThe length of time that caller placed the call on hold.

Callee Hold Duration

éThe length of time that the called party placed the call on hold (if

known).

Callee Disconnect On Hold

Version 1.1

Indicates whether the called party disconnected while on hold (True or
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Column

Description

‘False values).

Caller Disconnect On Hold

Indicates whether the caller disconnected while on hold (True or False

gvalues).

PBX ID

:Caller's PBX ID.

SIP Call ID

'SIP Call ID for this call.

Active Calls

The Active Calls report offers real-time data on calls currently in progress. This includes information such

as the caller, called time, the length of the call so far and more. To refresh data, you must click the refresh

button on the right hand corner.
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Glossary - Active Calls

Active Calls:Tracks metrics for calls in progress at the time of the report.

Column

Description

Call ID

éA unique call identification number that identifies all legs of the original
‘call.

Leg ID

Identifies the leg of a call—a hop number such as 1 for direct, 2 for a for-
gwarded or transferred call for which this record refers to.

Start Time

éThe time a call starts. Call starts as soon as caller goes off hook to dial.

Answer Time

éThe time when the call is answered.

Stop Time

'N/A

Talk Time

Version 1.1

éDuration of the call so far (refresh the report to update this meas-
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Column Description
éurementto a later time).

Caller éThe phone number of the caller.

Callee éThe phone number of the called party.

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

Status Indicates the status of a call as In Progress (dialing, talking, or redir-
iected).

Parent Call ID éAppIicabIe only to a complex call.

Transfer To Call ID

éAppIicabIe only to a complex call.

Caller Name

éCaIIer name of the extension from which the call originated.

Callee Name

éName of the called party if available.

Caller Device ID

éThe device identifier unique to the device of caller.

Callee Device ID

éThe device identifier unique to the device of called party if available.

Caller Device Model

éDevice Model used by the caller in this leg of the call.

Callee Device Model

éDevice Model used by the called party in this leg of the call.

Caller ID éTransmitted caller number and or name.
Missed 'N/A for Active Calls
Abandoned éN/A for Active Calls
Answered éN/A for Active Calls

Caller Service Name

éService Names include Auto Attendent, Ring Group Service, ACD Oper-
éator Service, Master Slave Service, One Number Access, Click To Dial.

Caller Service Type

éService Types include Custom, Virtual Extension, Voicemail, Auto
éAttendant, and Call Park Extension.

Callee Service Name

éService Names include Auto Attendent, Ring Group Service, ACD Oper-
éator Service, Master Slave Service, One Number Access, and Click To
' Dial.

Callee Service Type

éService Types include Custom, Virtual Extension, Voicemail, Auto

éAttendant, and Call Park Extension.

Last Re-Direct Number

éThe number of the last party that redirected the call.

Last Re-Direct Type

Version 1.1

Indicates whether the call is a normal extension call, directed to a
iqueue, ring group, or etc. Possible values are 1 = Normal Extension, 3
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Column

Description

§= Ring Group, 4 = Queue, 5 = Virtual Extension, 6 = Media Service

é(such as Voicemail, Auto Attendant, Master slave), and 7 = Call Park

:Extension.

Call Time

N/A for active calls.

Caller Hold Duration

éThe length of time that caller placed the call on hold.

Callee Hold Duration

éThe length of time that called party placed the call on hold (if known).

Callee Disconnect On Hold

Indicates if the called party disconnected while on hold (True or False

‘values).

Caller Disconnect On Hold

Indicates if the caller disconnected while on hold (True or False val-

‘ues).

PBX ID

:Caller's PBX ID.

SIP Call ID

éSIP Call ID for this call.

= Ability to select metrics: Yes

= Ability to export: Yes

Unreturned Calls

Unreturned calls are missed calls that are not returned from any extension within the PBX. This includes
redirected calls that are unreturned by the final destination party. With this report, you can even track if
calls from an important customer are not returned in a timely fashion.

& https://dashboard.8x8.com/dashboard/spa/reports/unreturn

& | (B Google

&

Unreturned Calls so1/2072015 0000 - 012072015 14:55

]

10 -] 1to100f50

P

call ID % legiD ¢ StartTime “ StopTime s

14224305858! 01/29/2015 02:03:03  01/29/2015 02:03:18

01/29/2015 04:06:43  01/29/2015 04:06:58

D e B @

goooooooooo

01/29/2015 04:19:34  01/29/2015 04:19:49

01/29/2015 05:19:26  01/29/2015 05:19:41

0172972015 05:19:56  01/29/2015 05:20:11

01/29/2015 05:43:34  01/29/2015 05:43:49

01/29/2015 05:50:05  01/29/2015 05:50:07

01/29/2015 06:00:55  01/29/2015 06:01:10

0172972015 06:20:04  01/29/2015 06:20:05

01/29/2015 06:20:08  01/29/2015 06:20:23

Caller

1919059115330

-

+1(650) 2747223

+1(510) 366-5700,,

+1(914) 670-7306..

+1(914) 670-7306.0

+1(703) 828-9036.,

+1(512) 6373152,

+1(703) 828-9036.7

N/A

N/A

Callee ¢

590

590

2867

2867

590

1573

590

595

595

Cause & Status ¢

x1679m1  Redirected Completed
Normal  Completed
Normal  Completed
Redirected  Completed
Redirected  Completed
Normal  Completed
Normal  Completed
Normal  Completed
Normal  Completed
Normal  Completed

8x8, Inc. © 2014

Parent
cllip ¥

TransferTo ,  Caller . Callee
Callio T Name T Name
N/A NA x1679m1
N/A N/A 2021
NA N/A 2021
N/A System 2867
N/A System 2867
N/A Robin Essandoh 2005
N/A N/A 1573
N/A Robin Essandoh 2005
N/A NA 595
N/A /A 595

H$T
Search

,

I e et
Number

N/A NIA
RingGroupService 2021
N/A NIA
N/A N/A
RingGroupService 2005
N/A N/A
RingGroupService 2005
MasterSlaveService 2914
MasterSlaveService 2914
Hl:: s o
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Unreturned calls are missed incoming calls that are not returned from any extension within the PBX. This

includes all redirected calls that are unreturned by the final destination party.

Column :Description

Call ID A unique call identification number that identifies all legs of the original
écall.

Leg ID Identifies the leg of a call—a hop number such as 1 for direct, 2 for a for-
iwarded or transferred call for which this record refers to.

Start Time éThe time an incoming call arrived on the PBX.

Stop Time éThe time the external caller disconnects the call.

Caller éThe phone number of the original (external party) caller. A redirecting
éparty is recorded in the LRA field.

Callee éThe phone number of the original called party. If there is a redirection,
§2 legs are shown. The redirecting party shows in the 1stleg's callee
éand in the 2nd leg's LRA field.

Cause Reason for a call: Normal, Redirected, Ring No Answer, etc.

Status Indicates status of a call as In Progress (dialing or talking) or completed
 (ended).

Parent Call ID éParent call identification number of a complex (transferred, forwarded,

ior conference) call. Searching by a Parent Call ID collects call details
éofall legs of a complex call.

Transfer To Call ID

éCaII Identification number to which a call is transferred to.

Caller Name

éThe name of the original (external party) caller.

Callee Name

éThe name of the original called party.

Caller Device ID

éThe device identifier unique to the device of caller.

Callee Device ID

éThe device identifier unique to the device of called party.

Caller Device Model

éDevice model used by the caller in this leg of the call.

Callee Device Model

éDevice model used by the called party in this leg of the call.

Caller ID éTransmitted caller number and or name.
Missed Indicates the call is missed (includes calls that reached voicemail and
éor abandoned).

Version 1.1
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Column Description

Abandoned Indicates the call is abandoned by the caller before itis answered or
éhandled in this leg of the call (for this CDR).

Answered

'N/A

Caller Service Name

éService Names include Auto Attendent, Ring Group Service, ACD Oper-

éator Service, Master Slave Service, One Number Access, Click To Dial.

Caller Service Type

éService Types include Custom, Virtual Extension, Voicemail, Auto

éAttendant, and Call Park Extension.

Callee Service Name

éService Names include Auto Attendent, Ring Group Service, ACD Oper-
éator Service, Master Slave Service, One Number Access, and Click To
'Dial.

Callee Service Type

éService Types include Custom, Virtual Extension, Voicemail, Auto
éAttendant, and Call Park Extension.

Last Redirect Number

éThe number of the last party that redirected the call.

Last Redirect Type

Indicates whether the call is a normal extension call, directed to a
équeue, ring group, or etc. Possible values are 1 = Normal Extension, 3
§= Ring Group, 4 = Queue, 5 = Virtual Extension, 6 = Media Service
é(such as Voicemail, Auto Attendant, Master slave), and 7 = Call Park
éExtension.

Call Time

éTotaI duration of this leg of the call.

Caller Hold Duration

EN/A for Unreturned Calls.

Callee Hold Duration

éN/A for Unreturned Calls.

Caller Disconnect On

Hold

éN/A for Unreturned Calls.

Callee Disconnect On

éN/A for Unreturned Calls.

Hold
PBX ID éCaIIer‘s PBX ID.
SIP Call ID

ESIP Call ID for this call.

= Ability to select metrics: Yes
» Ability to customize filter: Yes

= Ability to export: Yes

Version 1.1
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This report tracks incoming call activity to DIDs including DIDs leading to auto attendants, call queues,
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ring groups, and direct to end Users. This report includes all missed and abandoned calls, but all

extension to extensions calls are excluded.

= By Count: Track the call activity (number of answered, abandoned, missed, and abandoned calls) for
the selected DIDs.

8x8,Inc. Welcome, Naiini

Dashboard
Call Repore ~
Company Summary
Extensions Summary

Call Detail Records
Active Calls

Unreturned Calls

Calls By DID
N Call Quality ~
S Call Queue ~
48 Ring Group ~

2 EmployeeReport

[ Device Repore v

Calls By DID -o223r2015

By Count

Calls By DID Chart

14087271885 1000
14087036997 1012
972722587860 0

14089400202 1000
140821594096 1003
14082159402 1004

14082159507 1005

¢ C 0000 0 ¢

14082159509 1010

5
1
0
0
0
0
0
0

s
¢
§
&

Calls By DID (Count)

Inbound Calls 1 Answered Calis W Missed Calls

Ring Time.

01:05:40

00:00:35

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

2 AvgRingTime & TakTime 3

00:00:59

00:0035

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

07:10:55

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:06:50

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

AvETalkTime & Wait Time &

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

.
Soy,

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

00:00:00

Search Data

BT

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

00:00:00

= By Time: Track the total time and average time spent (ring time + talk time + wait time + answered +

abandoned time) on all inbound calls handled by a DID.

Glossary - DID Calls

This report tracks incoming call activity to DIDs including DIDs leading to auto attendants, call queues,

ring groups, and direct to end Users from an external PBX. It includes all missed and abandoned calls.

But all extension to extensions calls are excluded.

Column Description

DID ' The DID number.

Extension éExtension number reached by this DID (for example call queue ext #).
Inbound éNumber of inbound calls received by the DID.

Answered éNumber of incoming calls answered by this DID.

Missed éNumber of calls that were not answered live by this DID (calls that

Version 1.1

éreached voicemail + calls that were abandoned).
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Column Description

Abandoned éNumber of incoming calls abandoned by callers before being
ianswered by the DID or before reaching voicemail (Missed calls minus
écalls that reached voicemail).

Ring Time éCumuIative duration of ringing before answering incoming calls.

Avg Ring Time éAverage duration of ringing before answering incoming calls.

Talk Time éCumuIative duration of the talk time of all successful calls from the time
éof connection to termination. Itincludes time on hold.

Avg Talk Time éAverage duration of the talk time of all successful calls.

Wait Time éThe waiting time before the call was answered or abandoned. Itis
iapplicable to queued calls.

Avg Wait Time éAverage duration of the wait time.

Answered Time

éThe waiting time before a call is answered by a live person. This is

éapplicable only to queued calls.

Avg Answered Time

éAverage waiting time before a call is answered by a live person. This is

éapplicable only to queued calls.

Abandoned Time

éCumuIative duration of all abandoned calls to this DID (all calls where
écaller ends call before being answered). It includes Ext2Ext activity.

Avg Abandoned Time

éThe average duration of all abandoned calls to this extension (all calls
éwhere caller ends call before being answered). Itincludes Ext2Ext activ-

ity

Schedule Reports

You can now schedule reports and receive them via email daily, weekly, or monthly. You can now

schedule to receive the following reports periodically:

= Company Summary report
= Extension Summary report

= Call Record Details report

Features

= Ability to schedule periodical reports.

= Ability to aggregate or break down metrics day by day.

Version 1.1
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= Ability to archive report queries you no longer need.

= Ability to filter call detail reports to track answered, or abandoned, or missed calls.

How do | schedule a report?
1. Login to Virtual Office Analytics.

2. From the top right hand corner, select Schedule Reports from drop down menu under user name.

Welcome, John -

1 Settings
P Schedule Reports

0] Logout

3. Inthe follow-up screen, click Create a new report.

4. Enter or select the following information:
a. Name: Enter a name for the report.

b. Type: Select a report type from the available options. Currently, you can schedule Company
summary, Extension Summary and Call Detail record reports only.

c. Frequency: Select the frequency at which you wish to schedule the reports. You can select a
daily, weekly, or monthly frequency.

Once the reports are saved,:

A daily report is delivered via email the next day.

A weekly report is delivered on Sunday of the following week.

A monthly report is delivered on the 1st day of the following month.

d. Frequency Type: Select Aggregate or Day by Day.
o Aggregate: Consolidates data for weekly or monthly reports.
o Day by Day: Breaks down data day by day in weekly or monthly reports.

e. Branch: Filter data by selecting a branch or desired branches.

f. Department: Select desired departments.
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— Note: We do not support a query for multiple branches with selective
| departments currently. You must create a separate report for each branch.

g. Direction: Indicate the direction of calls - Inbound or Outbound. This is applicable to Call Detail
report only.

h. Call Status: Select one of the options. This is applicable to Call Detail report only.
o Answered: Incoming calls answered live.

o Abandoned: Calls abandoned by callers before being answered by a live person or before
reaching voicemail (missed calls minus calls that reached voicemail).

o Missed: Calls that were not answered live (calls that reached voicemail plus calls that were
abandoned).

i. Email: Enter one or more email addresses to receive email links for scheduled reports.

5. Click Submit.

The report shows up in the list.

N — Note: If you have already created a query with the same criteria, you will be prevented
from creating a duplicate.

How do | edit a report?

You can edit an existing report by clicking on it from the list. You are only allowed to modify or add email
addresses for notification. You cannot edit any other field in the report.

How do | download a scheduled report?

The scheduled report runs at the set time and sends an automatic email to all named recipients. The
email contains a link to download the report. On clicking the link, you are prompted to log in to Virtual
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Office Analytics and then navigates you to a download page.

& Download Scheduled Report

B Bi company_summary_monthly_day_by day_16 »07/01/2015 - 07/31/2015 (America/Los_Angeles)
_ Report Detail: Company Summary, Monthly, Day By Day

=

¥

Click Download. The report is saved in zipped format instantly.

(4
You can also navigate to the list of scheduled reports, select the desired report and click  to download
the report.

How do | archive a scheduled report query?

You can archive scheduled report queries that you no longer need. You can continue to access the
archived report until that date. Once archived, The reports cease to generate new data from that time
period.

To archive a scheduled report:
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1. Navigate to the scheduled reports list.

[ ]
2. Select the desired report and click .

®  Schedule Reports
Scheduler Archive
B\
= Schedules + Create a new report
Report Name Created By & Status Actions
ext_daily_aggre_usa_test_30 gacharutest 100... active =
Q Ne
ext_summary_daily_aggreg Eurc_mark_30 qacharut1006 10... active =
1
ext_summary_daily_aggreg US_QA_30 qacharut1006 10... active =
O
ext_summary_daily_aggreg US_Test_30 gacharut1006 10... active =
O
cdr_daily_incoming_30 gacharut1006 10... active =
O
company_summary_monthly_day_by_day_16 qacharut1006 10... active =
(4

3. At the prompt, confirm.
The report is now archived and ceases to generate new data from that day. You can access it from
the Archive tab.

Get Call Quality Detail

Note: Available for Virtual Office Service Quality Managers only.

The Call Quality reports offer Individual call and consolidated MOS score detail in graphical format and
granular detail for trouble analysis and resolution.
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This report captures call quality of all calls in the PBX over several days or months so the changes in call
quality can be tracked. You can generate a report for a specific date range (daily, monthly, yearly).

8x8,Inc.

e Call Quality Trend > or
Call Report @

-
23046

75

zzzzzzzzz

Welcome, Naiini v

L ]

Good Far Poor

1775 142 108

Poor2

121

s 1|

+ Quality Poor Ratio

Voice Quality Score

The definition of Voice Quality Score is based on conversation and listening MOS score. The following
table has definition of VQScore and corresponding MOS score range.

VQ Score MOS score
Excellent 14.0-5.0
Good 13.0-4.0
Fair 12.5-3.0
Poor 11.5-2.5
Very Poor 0.1-1.5
N/A(NA) 10.0/127

The report also tracks call volume ratio and poor quality ratio.

= Call Volume Ratio = Call volume / Average call volume for the selected date range
If the ratio >1, it indicates that the number of calls handled by the PBX is greater than the average

number of calls.

= Poor Quality Ratio = Number of poor quality calls / Total call volume for the selected date range
Smaller ratios indicate an overall high call quality.

Version 1.1
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The Call Quality reports offer Individual call and consolidated MOS score detail in graphical format and

granular detail for trouble analysis and resolution. Voice Quality Score is based on conversation and
listening Mean Opinion Score (MOS). The mean opinion score (MOS) provides a numerical measure of

the quality of human speech at the destination end of the circuit.

8x8,Inc. Weicome, Nailni

Glossary - Call Quality Detail

Dashboard
Ll Call Quality Detail » o101 050 o101 2359 PX)
Call Report v
Toph Cals Excotent Good For Por Poo2
Call Qualit v
M Call Qualty 50 48 1 0 . 0 oo
B Call Queve ~
& RingGroup v
Site Statistics . .
A employee Report v Fai
o N
0 Deveeneport Poor2
“
2
N
wjose bACULA UNTED STATES wvon
Excellent Wl Good WM Fair WM Poor W Poor2 NA
el
& Call Quality Detail RS
.jmﬂuafsn <<<<< "
Date - St ¢ End & Qualityscore & PUL PO peernumpers MU IOR% N Payload yeagent ¢ Stelocations PublidP ¢ Routelocations RoutelP
01302015 000045 000146 88 267 16699001025 0 0 0 GIHIU  PoyomSoundPointP- | SANJOSE 1928419225 SANTACLARA 1928418194
© @ ovwozos  oooest  ocosss  (ECEIEED w8 om o704 0 0 2 GV PoyomsoundPomuP  SAMIOSE 192841925  SANTACLARA 1928418194
° 01302015 01016 010319 (D &8 2781 6572014530 0 © 20 GIMU  PolyomSoundPointiP-  SAN JOSE 1928418225 Ashburn 828034
° omnns  mz008 o200  (CEIETED s 2w anemers 0 0 20 GIU  PolycomSoundPointie  SANJOSE 1928419225 Ashburn 328034
© @ 0/ERNS  ;212a 012211 excellentd 1) NS 2781 41218070673 [ ° 20 GIM1U  PolycomSoundPointlP-  SAN JOSE 1928419225 Ashburn 828034
© omnns  mzme oizes  (CEIECED s 10 ssews27s 0 0 10 GIU  PolycomSoundPointie-  SANJOSE 1928419225 Ashburn 3280138
@ 01302015 01:24:17 012422 encellentid.) JEC] 1078 18669752273 o 0 30 GI11U_ PolycomSoundPointiP-  SAN JOSE 192.84.19.225 _ Ashburn 828,034

The following table displays some of the most important parameters in voice quality report.

Column Description

Date

Date of call.

Start

éStarttime of the call.

End

End time of the call.

QualityScore

MOS quality rating. MOS provides a numerical measure of the quality of
human speech at the destination end of the circuit.

IpbxId

| PBX Identifier.

Extension

PBX extension number involved in the call.

PeerNumber

The IP address, port, and SSRC of the session peer from the perspective
of the remote endpoint measuring performance.

NLR%

Network packet loss ratio in percentage.

JDR%

Version 1.1

Packets ratio discarded from jitter buffer in percentage. Packet Loss
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Column Description
primarily due to handling Jitter.

JBN This is the current nominal jitter buffer delay in milliseconds which cor-
responds to the nominal jitter buffer delay for packets that arrive exactly
on time. Added latency primarily due to handling Jitter.

Payload RTP payload indicates codec being used.

UserAgent Endpoint device model and firmware information.

SiteLocation

The originating location for the call.

PubliclP The Public IP address of origination.
RouteLocation Next location in the call path route.
RoutelP éThe Public IP address of next location in route.

Get Device Status

Virtual Office Service and Quality manager provides real-time information about the status of all endpoint
devices associated within the organization’s 8x8 cloud PBX to rapidly view the health of any device, and
adjust to any areas of failure. This report shows how many IP endpoints are in service (connected to 8x8

servers online) or out of service.

Using this report, you can track devices and employee usage. You can identify network service issues

such as those affecting your team during a big storm. The status of devices connected to the network are

shown in real time including a geo view of each phone location. It helps understand and manage any

service disruption before they severely impact the performance.

‘Welcome, Naiini w-

8x8,Inc.
@ Dashboard
Call Report
N CallQualty v 1148
® CollQueve v
gk Ring Group -

& Employee Report

Device Status Detail se

Total Endpoints

Total Stes in Service Out of Servics:
235 632 514

Version 1.1
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Get Queue Metrics

Note: Available for Virtual Office Analytics Supervisors only.

Virtual Office Workgroup Dashboard and Reports provides a real-time view of call activity in any
designated Call Queue or Ring Group within the 8x8 cloud PBX. Comprehensive call center-like reporting
on agent and queue performance is provided in a single dashboard view, available on any device. This is
an excellent tool in managing customer Service Level Agreement standards for help desk, sales teams,
and other work groups with high call volume.

8x8, Inc. Welcome, Nalini v
@ Dashboerd Queue Board » 1612 -2
Call Repore ~
N Gl Qualy v & Callsn Quene 2 CallsIn Progress % TotalAgents «  TotalCalls @ Total Advanced Calls @  Total Answered
S Call Queue ~ 3 0 0
0 0
Quee Lizing © Total Wait Time L Total Talk Time n Total Hold Time © Total Answer Time
Queue Detail
00:00mn 00:00mn 00:00m 00:00mn
Queue Call Data
i RingGrovp <
© Current Watl Trme & Available Agents o Average Answer L2 Average Talk Time & Overfiow Agents x Abandoned Calls
& ErplogesReport v h
1 0
O Device Report v 00:00min
00:00:00 3
© Average Wait Time 1 Longest Talk Time © Longest Wait Time W Longest Hold Time
00:00min 00:00:00

VO Analytics © 2015

Queue Dashboard

This report provides real-time and historical metrics for a call queue such as number of agents waiting to
serve the queue, number of calls waiting in the queue, waiting time, number of calls answered so far, and
more. This provides a snapshot of critical stats for a queue.

Glossary — Queue Board

Column Description
Calls In Queue éNumber of calls currently waiting to be served in the queue.
Calls In Progress éNumber of calls currently handled by the agents logged in to the
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Column

Description

‘queue.

Total Agents

éTotaI number of agents currently logged into the queue.

Total Calls

éTotaI calls being handled and waiting.

Total Advanced Calls

éCaIIs that were advanced to the next available agentin the queue due
éto the non- availability of previous agents.

Total Answered

éTotaI number of queued calls that were answered live in the time
éperiod monitored.

Total Wait Time

éTotaI waiting time of all calls in the queue during the time period mon-
‘itored.

Total Talk Time

éCumuIative duration of the talk time of all answered calls during the
étime period monitored.

Total Hold Time

éCumuIative duration of answered calls placed on hold during the time
éperiod monitored.

Total Answer Time

éCumuIative time that calls in the queue waited before being answered
éduring the time period monitored.

Current Wait Time

éCumuIative wait time of calls currently waiting to be served in the

‘queue.

Available Agents

Number of agents available to handle calls at this current pointin time.

Average Answer Time

éTotaI answer time averaged over all the calls during the time period
imonitored.

Average Talk Time

éTotaI talk time averaged over all answered calls during the time period
imonitored.

Overflow Agents

éNumber of agents in the overflow call queue that are currently logged
iin to the queue.

Abandoned Calls

éNumber of queued calls abandoned by callers before being answered
iby agents during the time period monitored.

Average Wait Time

éTotaI waiting time in queue averaged over all the calls during the time
éperiod monitored.

Longest Talk Time

éThe longest talk time of all calls answered during the time period mon-
‘itored.

Longest Wait Time

Version 1.1

éThe longest wait time of all calls answered during the time period mon-
‘itored.
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Column Description

Longest Hold Time éThe longest hold time of calls answered placed on hold during the time

period monitored.

Queue Lists

Select this option for a quick view of critical metrics for all call queues in the PBX. Select the desired
queue for additional stats.

Dashboard ~
& Queue Listing L=
e h Queue Gallsin  Current Available | Avg A Avg Total Longest Longest Total Total Longe
B GGl A W v T Rodoned Roowmr [, T Gt TG s v
N Call Qualiy ~ o Tame = | Queue= s Time 2 ST ppemcs Time & Time 2 Time & Galis + Time o =T Time o il # Agents® peenrss Calls 4 Time
S CallQuewe ~ e NOCQUEUE 0 0 00:00:00 | 3 1 00:00:00 | 00:00:00 | 00:00:00 0 00:00:00 0 00:00:00 | O 3 1 o 00:004
Queue Board 3567 RDQUEVE 0 0 00:00:00 6 1 00:00:00 | 00:0000 | 00:00:00 0 00:0000 0 00:00:00 | 0 6 1 [} 00:004
9996 OpsTest 0 0 00:00:00 1 0 00:00:00 | 00:00:00 | 00:00:00 0 00:00:00 0 00:00:00 | 0 1 0 0 00:001 |2

[ i, ] v

Queue Call Data
48 Ring Group ~
2 EmployeeReport v

O Device Report ~

Glossary - Queue Listing Stats

Column Description

Calls In Queue éNumber of calls currently waiting to be served in the queue.

Calls In Progress éNumber of calls currently handled by the agents logged in to the
gqueue.

Total Agents éNumber of agents currently logged into the queue.

Total Calls éTotaI number of calls being handled and waiting.

Total Advanced Calls éTotaI number of calls currently handled by the agents logged in to the
gqueue.

Total Answered éTotaI number of queued calls that were answered live in the time

period monitored. It excludes calls that went to voicemail.

Total Wait Time éTotaI waiting time of all calls in the queue during the time period mon-
gitored.
Total Talk Time éCumuIative duration of the talk time of all answered calls during the

gtime period monitored.

Total Hold Time éCumuIative duration of answered calls placed on hold during the time

period monitored.

Total Answer Time éCumuIative time that calls in the queue waited before being answered

Version 1.1
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Column

Description

éduring the time period monitored.

Current Wait Time

éCumuIative wait time of calls currently waiting to be served in the

‘queue.

Available Agents

Number of agents available to handle calls at this time.

Average Answer Time

éTotaI answer time averaged over all the calls during the time period
imonitored.

Average Talk Time

éTotaI talk time averaged over all answered calls during the time period
imonitored.

Overflow Agents

éNumber of agents in the overflow call queue that are currently logged
iin to the queue.

Abandoned Calls

éNumber of queued calls abandoned by callers before being answered
iby agents during the time period monitored.

Average Wait Time

éTotaI waiting time in queue averaged over all the calls during the time
éperiod monitored.

Longest Talk Time

éThe longest talk time of all calls answered during the time period mon-
‘itored.

Longest Wait Time

éThe longest wait time of all calls answered during the time period mon-
‘itored.

Longest Hold Time

éThe longest hold time of calls answered placed on hold during the time
éperiod monitored.

Total Calls Sent to Voicemail

éTotaI calls that were forwarded to voicemail during the time period mon-

itored.
AGENTS TODAY
Agent D éExtension number of the agent.
Agent Name éName of the agent.
Current Status Indicates the current status of the agent. Possible statuses are: Login,

éLogout, DND-On, DND-Off, Idle, Alerting, Ring pause, Wrap-up, Added
é(just added to queue), and Removed (Removed from the queue).

Last Status Change Time

éThe last time at which the agent changed status.

Total Incoming Calls

Version 1.1

éTotaI incoming calls presented to the agent during the time period
ébeing monitored.
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Column

Description

Total calls Answered

éTotaI number of queued calls that were answered by this agentin the

itime period monitored.

Total Talk Time

éCumuIative duration of the talk time of all answered calls by this agent

éduring the time period monitored.

Average Talk Time

éAverage duration of the talk time of all answered calls by this agent dur-

iing the time period monitored.

Login Time

éThe last time the agentlogged in to this on demand login queue.

Logout Time

éThe last time the agentlogged out.

Queue Type

éThe queue type can be Auto login or On Demand. Auto login is when
iagents are automatically logged in to the queue and when their exten-
ésion is in service status. On Demand is when agents need to log in to

ithe queue explicitly.

Overflow Agent

Indicates if the agentis an overflow agent or not an overflow agent

i(meaning itis a primary agentin the queue).

Queue Detail

The queue detail report provides additional insight about the about the current status of agents assigned
to the queue, breakdown of talk time, number of answered calls, abandoned calls for each agent. With

just a click, you can check out the active calls and calls in the queue.

0 -] 1te7of7

Agent  _ Agent o Current
D Name Status
1399 Amuthan Nagaraju

1416 Rajeev Gurram

2809 Rul Huang

2828 Chris Dauz

2026 Tuan Tran

2072 Jason Liu

Max Calls In Queue

Cate Witng In Quous Corrent WaitTrme
N 00:00:00
]
. Queue Summary Chart
L]
1 125
Q

& Agents (Today) awe|cs

. lastStatus
T Change Time

0172972015 16:59:49

0172972015 17:03:56

01232015 11:51:23

0172972015 17:02:31

0172972015 17:0021

0172972015 17:03:56

Calls In Progress Avaiabie Agents Total Abandoned Calls Total Inbound Calls

«l Additional Statistic
Total Answered Calls
Total Calls Sent to Voicemail
Total Agents
Total Overfow Agents
Longest Answer Time
Total Answer Time
Average Answer Time
Longest Talk Time

Average Talk Time

H HEHHEEHEH
SRS GG

Longest Wait Time

2
2

Average Wait Time 00

- Totalincoming o Tomlcals . Towl . Average  _ logn _ logout  Queue . Overfiow
Calls Answered Talk Time Talk Time Time Time Type Agent
1 o 000000 000000 D faise
0 o 00:00:00 00:00:00 . . Phutc-Login) false
0 0 000000 00000 P hutc-Login) true
1 o 00:00:00 00:00:00 . . [ hutc-Login] false
1 000007 000007 - [huto-Login) faise
2 ] 000000 00000 [uto-Login ) false
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This report captures call details of all calls processed by queues. You can pull these metrics for a desired

time period. From the Settings
= Ability to select metrics: Yes

= Ability to export: Yes

Glossary - Queue Call Data

, click Select Dates and select a date range.

This report provides call detail records of all calls handled by call queues.

Column Description

Call ld A unique call identification number that identifies all legs of the original
écall.

Leg Id éldentiﬁes the leg of a call— a hop number such as 1 for direct, 2 for a
éforwarded or transferred call for which this record refers to.

Start Time éCaII starts as soon as caller goes off hook to dial.

Answer Time

éThe time when the call is answered.

Stop Time éThe time the first party disconnects the call.

Talk Time éDuration of the live call (Stop Time minus Answer Time).
Caller éThe phone number of the caller.

Callee

éThe phone number of the called party.

Last Re-Direct Number

éThe number of the last party that redirected the call.

Cause éReason for call indicated as: Normal, Redirected, Transfer, and Con-
iference.

Status Indicates status of a call as InProgress (dialing, talking, redirected) or
icompleted (ended).

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

Parent Call Id éParent call identification number of a complex (transferred, forwarded

éor conference) call. Searching by a Parent Call ID collects call details

.of all legs of a complex call.

Transfer To Call Id

Version 1.1

éCaII Identification number to which call is transferred to. If a call if trans-
éferred to a 2nd call, it has a different call Id. The 2nd call will have a

éTransferToCaII Id with the value of 1st call's call Id.
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Column

Description

Caller Name

éCaIIer Name of the extension from which the call originated.

Callee Name

éName of the called party if available.

Caller Device Id

éThe device identifier unique to the device of caller.

Callee Device Id

éThe device identifier unique to the device of called party ifitis avail-
‘able.

Caller Device Model

éDevice Model used by the caller in this leg of the call.

Callee Device Model

éDevice Model used by the called party in this leg of the call.

CallerId éTransmitted caller number and or name.

Missed Indicates if the call is missed (includes calls that reached voicemail and
ior abandoned ).

Abandoned Indicates if the call is abandoned by the caller before itis answered or
éhandled in this leg of the call (for this CDR).

Answered élndicates if the incoming call was answered live (not including those

ianswered by voicemail) OR outbound call that was answered (includes
éthose answered by caller, auto-attendant, voicemail) for this leg of the
écall. In a multi-leg call, the first leg could be considered answered if
éanswered by AA.

Caller Service Name

éService Names include AutoAttendent, RingGroupService, ACDOper-

éatorService, MasterSlaveService, OneNumberAccess, and ClickToDial.

Caller Service Type

éService Types include Custom, Virtual Extension, Voicemail, AutoAt-

étendant, and CallParkExtension.

Callee Service Name

éService Names include AutoAttendent, RingGroupService, ACDOper-

éatorService, MasterSlaveService, OneNumberAccess, and ClickToDial.

Callee Service Type

éService Types include custom, Virtual Extension, Voicemail, AutoAt-

étendant, and CallParkExtension.

Last Re-Direct Type

Indicates if the call is a normal extension call, directed to a queue, or
éring group. Possible values are 1 = normal extension, 3 =
éRINGGROUP, 4 = QUEUE, 5 = VIRTUALEXTENSION, 6 =
MEDIASERVICE (like Voicemail, Auto Attendant, Master slave), and 7
§= CALLPARKEXTENSION.

Caller Hold Duration

éThe length of time that caller placed the call on hold.

Callee Hold Duration

Version 1.1

éThe length of time that called party placed the call on hold (if known).
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Column

Description

Caller Disconnect On Hold

Indicates if the called party disconnected while on hold (True or False

‘values).

Callee Disconnect On Hold

Indicates if the caller disconnected while on hold (True or False val-

‘ues).

PBXID

:Caller's PBX ID.

SIP Call ID

éSIP Call ID for this call.

Original Caller

éOriginaI caller for this leg of the call.

Criginal Callee

‘Original Called Call Queue.

Get Ring Group Call Data

The Ring Group Dashboard provides a real-time view of all call activity in any designated Ring Group in
8x8 cloud PBX. Using these stats, you can monitor performance of agents assigned to the ring group.
This report presents call details of all calls processed by ring groups. You can view all attempted calls or

Note: Available for Virtual Office Analytics Supervisors only.

filter to view only the answered calls.

8x8, Inc.

@ Dashboard

]

Call Report

Y

Call Quality

Call Queue:

B o

Ring Group

0 Device Report

Ring Group Call Data

Employee Repore
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<
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0[z] 1to100rs0
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Glossary - Ring Group Call Data

This report provides calls detail records of all calls handled by ring groups.

Version 1.1
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Column Description

Call Id A unique call identification number that identifies all legs of the original
écall.

Leg Id Identifies the leg of a call—a hop number such as 1 for direct, 2 for a for-
éwarded or transferred call for which this record refers to.

Start Time

éCaII starts as soon as caller goes off hook to dial.

Answer Time

éThe time when the call is answered.

Stop Time éThe time the first party disconnects the call.

Talk Time éDuration of the live call (Stop Time minus Answer Time).
Caller éThe phone number of the caller.

Callee

éThe phone number of the called party.

Last Re-Direct Number

éThe number of the last party that redirected the call.

Cause éReason for call: Normal, Redirected, Call Fwd, No Answer, and etc.

Status élndicates status of a call as In Progress (dialing , talking, redirected) or
écompleted (ended).

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

Parent Call Id éParent call identification number of a complex (transferred, forwarded

ior conference) call. Searching by a Parent Call ID collects call details
éofall legs of a complex call.

Transfer To Call Id

éCaII Identification number to which a call is transferred to.

Caller Name

éName of the extension from which the call originated.

Callee Name

éName of the called party.

Caller Device Id

éThe device identifier unique to the device of caller.

Callee Device Id

éThe device identifier unique to the device of called party.

Caller Device Model

éDevice model used by the caller in this leg of the call.

Callee Device Model

éDevice model used by the called party in this leg of the call.

CallerId éTransmitted caller number and or name.
Missed Indicates if the call is missed (includes calls that reached voicemail and
éor were abandoned).
Abandoned Indicates if the call is abandoned by the caller before itis answered or
Version 1.1
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Column Description
éhandled in this leg of the call (for this CDR).
Answered élndicates if the incoming call was answered live (notincluding those

éanswered by voicemail). It also includes outbound calls that were
éanswered (including those answered by caller, auto-attendant, voice-
émail) for this leg of the call. In a multi-leg call, the firstleg could be con-

ésidered answered if answered by an auto-attendant.

Caller Service Name

éService Names include Auto Attendent, Ring Group Service, ACD Oper-
éator Service, Master Slave Service, One Number Access, Click To Dial.

Caller Service Type

éService Types include Custom, Virtual Extension, Voicemail, Auto
éAttendant, and Call Park Extension.

Callee Service Name

éService Names include Auto Attendent, Ring Group Service, ACD Oper-
éator Service, Master Slave Service, One Number Access, and Click To
' Dial.

Callee Service Type

éService Types include Custom, Virtual Extension, Voicemail, Auto

éAttendant, and Call Park Extension.

Last Re-Direct Type

Indicates whether the call is a normal extension call, directed to a
équeue, ring group, or etc. Possible values are 1 = Normal Extension, 3
§= Ring Group, 4 = Queue, 5 = Virtual Extension, 6 = Media Service
é(such as Voicemail, Auto Attendant, Master slave), and 7 = Call Park

. Extension.

Caller Hold Duration

éThe length of time that caller placed the call on hold.

Callee Hold Duration

éThe length of time that the called party placed the call on hold (if

known).

Caller Disconnect On Hold

Indicates whether the called party disconnects while on hold (True or

.False values).

Callee Disconnect On Hold

Indicates whether the caller disconnects while on hold (True or False

évalues).
Pbx Id EPBX ID of PBX handling this call in a Ring Group
Sip Call Id éSip Call ID for this call
Original Caller éOriginaI Caller for this leg of the call.

Original Callee

éOriginaI Called Ring Group.

Version 1.1
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You can track the status of all employees within the PBX in this view.

= This report provides real-time status of all extension users within the PBX.

@ Dashboard

Call Report

4

Call Quality
S Call Queue

48 RingGroup.

A Employee Report
Display Statws
Activity

[ Device Report

Display Status reaiime reporss)
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& Bruno, Skracic, 1535
&Bud, Lee, 2856

& Carlos, Noriega, 3080

& Andrew, Beach, 1726
& Anilkumar, Nagandia, 1730

& Aucrey, Benjamin, 3181

& Benjamin, Barreto, 1430

& bill, korbe, 1005

& BMW SUPPORT, , 2222

& Braylan, Carroll, 2806

& Bryan, MartinVVx, 1103
& Calvin, Nguyen, 1576
& Carlos, Noriega, 3146

& Chary, Agrawal, 1595

& Ana, Ward, 1606

& Andy, Lee, 1565

& Ankit, Knare, 1228

& Armold, Aldor, 1546

& Austin, Poore, 1871

& Bers, Alkhafagi, 1344

& Bill, Korbe, 2839

& Bob, Kundra, 1316

& Brian, Rovegno, 3075

& Brian, Brown, 1762

& Bryan, Bettencourt, 1404

& Camille, Garcia, 1862

& Catarino, Veloz, 1656

& Cheryl, Young, 1831

8510168 of 74

Qve »

 Ofincre Manmows 1750 i

& Andy, Lee, 4021

& Anne, Martin, 1488

& Arun, Kumar, 1788

& Bzdiands, Conferenee Rm, ..

& Bill, Fischer, 3103

& Brian, O'Sullivan, 1490

& Brian, Takamoo, 1702

& Angad, Kaflay, 1621

& Anpoo, Sivanadi, 1834
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Call Report
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S Call Queue
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= + B + | Current Status Start Time: # | Previous Status Start Time
1003 Ahmed Hamud 06/25 12:57 pm (PDT) e 06725 12:54 pm (PDT)
1004 Eric Brager 06/25 09:33 am (PDT) 06/2500:32 am (PDT)
1005 bil karbe 06125 04:02 pm (PDT) 06725 0402 pm (PDT)
1012 Kyl Cameron & Available 06/25 02:50 pm (PDT) 06/2502:37 pm (PDT)
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1028 Eric Misa 06/25 07:00 am (PDT) oncall 06725 06:59 am (PDT)
2(3|afs s
& Available ®On Gall @ A
VO Analytics © 2015

You can search by first name or last name or filter alphabetically.
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Configuring Privileges for Dashboards

Virtual Office Analytics is currently offered in three separate bundles:

= Virtual Office Analytics Essentials: Comprehensive set of unique dashboards and reporting

options for all extensions in an organization’s 8x8 cloud PBX.

Virtual Office Analytics Supervisor: Real-time view of all call activity for selected call queues or
ring groups within the 8x8 cloud PBX. Get comprehensive call center-like reporting in a single

dashboard view, available on any device.

Virtual Office Analytics Service Quality: Real-time information about end point devices and call

quality.

To configure privileges for Virtual Office Analytics:

1.
2.

Version 1.1

Log in to Account Manager.

Navigate to Accounts tab.

Select Dashboard Privileges from the left navigation menu.

A list of available administrators is displayed.

HOME | PHONE SYSTEM | REPORTING | ACCOUNTS | SUPPORT | VIRTUAL OFFICE ONLINE

2 Contact Directon

> Dashboard
Privileges.

Home > Accounts > Dashboard Privileges Enter keyword Search
Virtual Office - Dashboard Privileges @ Help
ACCOUNTS
2 User Profiles Please assign user privileges on this page. Dashboards include:
> Privileges
B, miicatinl 1. Virtual Office Analytics,
Preferances

2. Virtual Office Work Group Dashboards and Reports, and

3. Virtual Office Monitoring and Management.
Check the box next to User Name for whom you are granting access. Click edit for additional details on report visibility. Dashboards need to be purchased before they are
assignable to users below.
Brief description of user privilege assignment:

1. Virtual Office Analytics provides extension level analytics and is assignable to all extensions on your PBX. The number of licenses available is (N/A), since all extensions can be
assigned access,

2. Virtual Office Work Group Dashboards and Reports is purchased as an add-on to VO Analytics. This adds Ring Group and Call Queue reporting. The number of licenses available
is shown within parenthesis ( ).

3. Virtual Office Monitoring licenses is purchased as an add-on to VO Analytics. This adds Call Quality and Device Status reporting. The number of licenses available is shown within
parenthesis ( ).

Virtual Office - Dashboard Privileges

BRENDAN@CINTRA.COM Edit

BRUCE.FAITHWICK2@YAH( o Edit
BRUCE.FAITHWICK3@YAH( Edit
DAVID.LEACH2@BXB.COM Edit
DEAN.HOWARD@8X8.COM Edit
DEANMHOW@GMAIL.COM Edit
NALINLANANTHAMURTHYZ Edit
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4. Select an administrator and edit to include the dashboard privileges.
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e e 1. Virtual Office Analytics,

Preferences

2. Virtual Office Work Group Dashboards and Reports, and

> Contact Directory

> Dashboard 3. virtual Office Monitoring and Management.

Privileges
Virtual Office - Dashboard Privileges
Check the box next to User N boards need to be purchased before they are

assignable to users below.
Brief description of user pri

1. Virtual Office Analytics prov
assigned access.

2. Virtual Office Work Group [
is shown within parenthesis (

3. Virtual Office Monitoring lic
parenthesis ( ).

Virtual Office - Dashboard P

BRENDAN@CINTRA.COM

| BRUCEFAITHWICK2@YAH
BRUCE FAITHWICK3@YAHC
DAVID.LEACH2@8X8.COM

| DEAN HOWARD@SXE.COM

User ID: BRUCE.FAITHWICK2@YAHOO.COM
Name: do not ship do not ship
Email Address: bruce faithwick@yahoo.com

VO Analytics ( N/A )

# Company Summary
# Extensions Summary
¥ Call Details Records
o Active Calls

¥ Unretumned Calls

¥ Calls By DID

# Employee Summary

licenses available is (N/A), since all extensions can be
Call Queue reporting. The number of licenses available

orting. The number of licenses available is shown within

Edit

Edit
Edit
Edit

Edit

5. Configure the desired privileges at the extension level.

6. Save your settings.

Version 1.1
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